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'The m ost fruitful and natural exercise for our minds is, in my 
opinion, conversation. I find the practice of i t  pleasanter than 
anything else in life;... If I talk with a man of strong mind and a 
tough j  ouster, he presses on my flanks, he pricks me right and left, 
his ideas stimulate mine.'
Michel de Montaigne, Essais, Book Three, Chapter 8: On the A rt of 
Conversation.
'The real journey of discovery consists not in making new 
landscapes hut in seeing with new eyes.'
Marcel Proust, In Search of Lost Time
'Now mister the day my number comes in I ain't ever 
gonna drive no used car again.'
'Used Cars', Nebraska, Bruce Springsteen
Abstract
O ver the  last decade, heritage  tou rism  has  estab lished  itself as a sector in  its ow n  
rig h t w ith in  the  tou rism  industry . D em and  for th is sector continues to  increase in  
the  tou rism -genera ting  reg ions of the  w orld , w hile  on  the  supp ly -side  destinations 
are increasingly  includ ing  their b u ilt heritage in to  their tou rism  m ix. H ow ever, 
un less th is is u n d e rta k en  in  an  in tegrated  m anner, there  are serious im plications for 
the  quality  of the  v isito r experience and  for the  long-term  sustainab ility  of such 
tourism . U nlike the  era of the  G rand  Tour, the  im pact of cu rren t v isito r num bers to 
heritage  a ttractions can tu rn  visits in to  u n p leasan t encounters for b o th  tourists  and  
locals, w hile  po ten tia lly  causing irreversib le dam age to sites.
There has  long  been  a h isto ry  of h u m an  fascination w ith  the  past, and  travel and  
tou rism  over the  last fifty years have  allow ed increasing  n u m b ers  of peop le  to see 
m any  of the  m ateria l rem ains of different cultures, n o t only in  the  form  of souvenir 
replicas, b u t  the  orig inal sites: 'live ' and  close-up. A rchaeological sites, particu larly  
those n o t be long ing  to pre-history , can offer the  v isito r contact w ith  an  elem ent of 
'o therness ' an d  the  possib ility  of escape to  lesser k n o w n  w orlds. W hile som e 
archaeological sites can offer the visitor aspects of th is excitem ent ju s t because of the 
scale, se tting  a n d  arch itectural skill necessary  of the ir construction , v isito rs are 
b o u n d  to  get even  m ore  from  their v isit if in te llectual as w ell as em otional access is 
available in  the  fo rm  of quality  in terp reta tion . In  m an y  develop ing  regions, it is to u r 
gu ides w ho  are  the  sole in terp re ters of all tou rism  p roducts , includ ing  
archaeological sites. In  o rder to be a gatew ay to  the  v isited  w orld , to u r gu ides need  
to be able to deliver good quality  in te rp re ta tion  to  the ir aud iences so th a t their 
fascination w ith  the  p a s t does n o t tu rn  to frustra tion .
W ith  the  correct train ing , the  guide has the  po ten tia l to  be an  ' a lchem ist-in terp reter', 
of an  archaeological site w here  the challenge is to  tu rn  the  base m eta l of in fo rm ation  
abou t the  ancien t p a s t in to  the  gold of u n d e rs tan d in g  an d  satisfaction for a m o d ern  
audience. W ith  an  in teg rated  approach  to  heritage  m anagem en t, a to u r gu ide  also 
has  the p o ten tia l to  b ring  together the  key destina tion  stakeholders. In  th is w ay, 
in te rp re ta tion  can help  dissem inate the a ll-im portan t conservation  m essage 
am ongst v isitors. The strategic use  of in te rp re ta tion  th en  em erges as a m ed ia to r 
be tw een  tou rism  an d  archaeology. H ow ever, w hile  the  u se  of a to u r  gu ide  for can 
have  m an y  benefits, poo r gu id ing  has several d raw backs.
Perhaps m ore  th an  o ther types of visitor attractions, archaeological sites requ ire  
skilful in te rp re ta tio n  du e  to  their often-bare appearance  a n d  the ir tem poral 
rem oteness to  m o d e m  audiences. P eru  has som e w o rld -renow ned  archaeological 
sites an d  m an y  are n o w  im portan t to u ris t attractions. Yet desp ite  the  exponential 
g row th  in  arrivals, the  developm ent of v isito r m anagem en t a n d  the  su p p ly  of 
in te rp re ta tion  of the  sites rem ains lim ited  at best and  a t w orst, non-existent. 
A lthough  th is s tu d y  has Cusco, P eru  as its case s tu d y  area, there  m ay  be 
im plications for o ther developing areas u sin g  its archaeology as a basis for its 
tou rism  industry . If correctly m anaged , P eru  cou ld  use  its he ritage  tou rism  as a 
vehicle for cu ltiva ting  tourism  for conservation. There is a trem en d o u s o p p o rtu n ity
$
for b o th  h u m a n  an d  cu ltu ral developm ent to  com e from  an  in teg ra ted  approach  to 
heritage  m anagem en t. P e ru 's  ru ra l com m unities, its archaeological treasures, as w ell 
as the  coun try 's  rep u ta tio n  as a ou tstand ing  tou rism  destina tion  all s tand  to gain 
from  th is type  of participation .
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Chapter 1 
Introduction
1.1 Aims of the Research & Broad Review of its Wider Context
This s tu d y  h as  tw o  b ro ad  purposes, first it explores the  ro le  of to u r gu ides as 
in terp re ters  of archaeological sites th a t have  becom e v isito r a ttractions and  
secondly, it exam ines the m anagem en t of heritage  tou rism  in  Cusco, Peru. The 
research  explores the  po ten tia l of the  to u r gu ide  to ease the  often-tense rela tionship  
betw een  tou rism  an d  archaeology, particu larly , b u t n o t exclusively in  developing  
regions.
The subject for th is s tu d y  com es from  the b ro ad er context of v isito r m anagem en t 
and  in terp re ta tion . The subject areas as ou tlined  in  F igure 1.1 below  w ith  their 
respective epistem ologies w ere explored for their re la tionsh ip  w ith  the  key topic of 
to u r gu ides as in te rp re te rs  of archaeological sites. The junctu re  of the  connections 
betw een  these topics is deno ted  in  F igure 1.1 a t the  overlap  of the  circles.
A rchaeo log ica l 
S ites  as 
V is ito r 
A ttrac tions
In te rp re ta tio n
T ech n iq u es
Tour Guides as 
Interpreters of 
Archaeological Sites
H eritag e /C u ltu ra l 
T o u rism
Figure 1.1: The wider context of the research topic and the related subject areas connected to it.
It w as from  in itially  read in g  the litera tu re  on  in te rp re ta tio n  th a t the  research  began  
to  take d ifferen t directions in to  o ther areas an d  suppositions an d  what i f  type  
questions b egan  to  crystallize. W hat began  to  be of in te rest w as to  explore w h a t 
h ap p en ed  w h en  an  archaeological site becam e a p o p u la r  to u ris t destination , and  
w h a t if th is w as in  a develop ing  country? H ow  could  v isito r m anagem en t best be 
ensured?  W hat type  of in terp re ta tion  w ou ld  be  m o st ap p ro p ria te  fo r heritage  
tourism ?
In terest in  the  past, particu la rly  the bu ilt tangible past, h as  increased  over the  last 
decade in  the  to u rism  generating  regions of the  w orld  an d  the  su p p ly  of heritage 
attractions (in the  form  of new  m useum s and  exhibitions) has  also g row n  steadily . 
W ith  increases in  the  pace of developm ent and  technology in  the  developed  w orld , 
a s trong  desire  to  reconnect w ith  a less chaotic, m ore  stab le p a s t has  been  cited as a 
key reason  for the  rise of 'heritage  tourism '. D uring  the  1990s the  lite ra tu re  on 
visitor m anagem en t also g rew  reflecting this m ark e t tren d  in  a b id  to  develop
sustainable  so lu tions for the  u se  of w o rld 's  b u ilt h eritage  for tou rism  and  leisure 
purposes.
H ow ever w hile  the  litera tu re  on the im portance of in te rp re ta tio n  developed 
significantly, the  subject of to u r gu ides as one such  technique, received scant 
a ttention, desp ite  the  fact th a t for m ost developing  countries, to u r gu ides are the 
m ainstay  of in terp re ta tion . The m ajority  of the  lite ra tu re  on  g u id in g  tended  un til 
qu ite  recently , to  be lim ited  to a vocational o rien tation  an d  be  descrip tive of gu id ing  
com petencies ra th e r th an  linking the role to w ider issues such  as destina tion  im age 
and  the  delivery  of the  conservation m essage to  aud iences th ro u g h  site- 
com m entary .
Therefore w h a t seem ed to be the b iggest gap  in  the  literature , also ap peared  to be of 
m ost significance, particu larly  for archaeological sites th a t h a d  becom e visitor 
attractions in  develop ing  countries. The need  to  develop  the g u id in g  role em erged 
as a crucial p a rt  of the  developm en t of in tegrated  an d  susta inab le  heritage  tourism . 
O ne of the  aim s of th is s tu d y  w as to contribu te  to  the  debate  b y  fo rm ula ting  new  
research  questions from  the connected subject areas and  testing  these in  a suitable 
case s tu d y  area. The reg ion  of Cusco in  Peru  w as fo u n d  to be  rich  in  m any  of the 
issues h igh ligh ted  in  the  litera tu re  on  archaeology an d  heritage  tourism  
m anagem ent. It w as decided  th a t u sing  Cusco as a case s tu d y  area w o u ld  allow  for 
an  exp loration  of the  relevance of the gu ide as in te rp re te r of archaeological sites.
1.1.1 The Research Problem & Questions & the Significance of the Problem
Therefore, from  the  b road  rev iew  of the  research  top ic 's  w id er context the 
fo rm ula tion  of a research  p rob lem  an d  research  questions w ere  developed . The fact 
th a t to u r gu ides in  Cusco w ere the sole in te rp re ta tion  p ro v id e d  for v isitors h ad  
im plications for the  quality  of their visitor experience an d  for the  im portance  of the 
quality  of the  guid ing . The link  betw een  visitor satisfaction an d  destina tion  im age 
w as explored  an d  the  need  to ensure  quality  gu id ing  em erged , d u e  to  the  centrality  
of the  to u r gu ides ' position  in  rela tion  to the  v isito r experience in  Cusco. It is 
rep o rted  by  P rom P eru  (2003) th a t 67% of v isitors to C usco u sed  a to u r  gu ide  du rin g  
their v isit to the city and  from  personal experience an d  observation , th is nu m b er 
includes m an y  visitors w ho  w ou ld  be classed as in d ep e n d e n t travellers. Tour 
gu ides in  P eru  clearly have  a central role n o t only  because they  are the  only 
in te rp re ta tion  p ro v id ed  b u t because they  are able to  p ro v id e  access an d  tran sp o rt to 
m an y  of the  w ell-know n destinations tourists w ish  to  see, and  th o u g h  the coun try  is 
n o w  perceived  as m uch  safer since it is free of the  Shining P a th  terro ris t g roup, 
h iring  p riva te  vehicles to m ove around  is still only  u n d e rta k en  by  a sm all m inority  
of visitors.
H av ing  estab lished  the central role of the tou r gu ides in  Peru , one of the  p rob lem s 
identified  w as h o w  to ensure  th a t th is frequen t contact w ith  the  v isito rs resu lts  in  a 
positive  encounter for b o th  parties. A nother p rob lem  iden tified  th a t w as of in terest 
to explore w as h o w  could  a gu ide  s central position  best be explo ited  to s treng then  
the u n d e rs tan d in g  betw een  the site, the  visitor, an d  the  local people. The issue of
local ind igenous gu ides w as also a key in terest for the  researcher. In  o ther w ords, 
also of in te rest w as to  explore the  extent to  w h ich  g u id in g  as an  in terp retive 
technique can  con tribu te  to  a site 's overall sustainability .
The overall a im  of the  research  w as to d iscover if gu ides cou ld  be a link-facilitator 
be tw een  the  w orld  of tou rism  an d  the w orld  of archaeology. This a im  resu lted  in  
the fo rm ula tion  of an  overarch ing  question, w hich  d rove  the  research  forw ard . This 
question  w as,
'Can the tour guide as interpreter act as a bridge between the world o f archaeology 
and the tourism industry, linking the visitor, the site and the people local to it? '
A nother aim  w ith in  the  research  w as to explore w h a t factors hav e  a bearing  on  the 
quality  of th is 'b rid g e '?  H o w  can w e ensu re  th a t the  quality  of the  b ridge  is reliable 
and  n o t ropy? In short, w h a t inpu ts  are n eed ed  in  g u ide  tra in ing  and  developm ent 
to  ensu re  th a t the  o u tp u t of gu ide  quality  can enable gu ides to  be s tu rd y  b ridges 
be tw een  the  v isito rs ' w orld  and  the v isited  w orld? The im portance  of gu ides ' 
po ten tia l to  deliver a m easu re  of cu ltu ral transference w ith in  the  context of heritage 
tou rism  w as also of interest.
S tem m ing from  the  above question, six research  objectives w ere  estab lished  to  be 
reso lved  w ith in  the  study . The research set o u t to estab lish  w h e th e r the  to u r guide, 
as an  interface be tw een  site an d  visitor, h a d  the  po ten tia l to:
• be  an  effective in te rp re te r of an  archaeological site
• d eep en  v isitor u n d e rs tan d in g  of the  site an d  so increase v isito r satisfaction
• im prove the  quality  of the v isitor experience
• im prove the  overall sustainability  of the  site & its links to  the  w ider 
com m unity  (w ith  regard  to the  ro le of local gu ides from  the  ind igenous 
popu lation )
• im prove the  overall destination  im age
1.2 Development of a Research Strategy & Outline of Research Methodology
In  o rder to  resolve the objectives, a research  stra tegy  w as fo rm ula ted  in  o rd er to test 
the  research  question . D ue to the researcher's  fu ll-tim e w ork  com m itm ents, the 
fie ldw ork  w as designed  to  be in  tw o  p arts  over tw o  blocks of tim e available in  the 
sum m er. Phase I w as u n d e rtak en  in  A ugust 2000 an d  the  research  question  as 
ou tlined  above d rove the  developm ent of a in -d ep th  in terv iew  w hich  w as u sed  to 
sam ple the op in ion  of key m em bers of the tou rism  an d  archaeology w orlds in  Peru, 
a t national, reg ional an d  local level. In terv iew s w ere  u n d e rta k en  in  Lim a, Cusco and  
a t the  archaeological site and  tow n  of Raqchi. The resu lts  from  Phase I confirm ed 
th a t Peru , an d  no tab ly  the Cusco reg ion  w as su itab le  as a case s tu d y  for the 
research, th o u g h  it w as decided  n o t to use  Raqchi as a case s tu d y  site for Phase II 
d u e  to it receiv ing  relatively  sm all am ounts of tou ris ts  an d  the  constrain ts 
su rro u n d in g  the  researcher's  available fie ldw ork  tim e. H ow ever, the  find ings from  
Phase I w ere  d istilled  in to  the developm ent of Phase II of the  study . The research
question  w h ich  d rove the  developm en t of the  research  in s tru m en t for Phase II in 
A u g u st 2001, w as,
'Does the visitor satisfaction with their site guide have a bearing on the quality of
their overall experience of the archaeological site?'
For Phase II a self-com pletion visitor questionnaire  w as deve loped  and  u sed  at 
O llan tay tam bo site in  the  Sacred Valley of the  Incas, w h ich  is located  in  the  Cusco 
reg ion  of Peru.
1.2.1 Outline of Flow of the Content & Structure of the Study
The struc tu re  of the d isserta tion  is in  ten  chap ters w ith  C hap ter 1 offering an 
in troduc tion  an d  C hap ters 2, 3 an d  4 devo ted  to  the  lite ra tu re  rev iew  of the related  
subject areas as show n  in  F igure 1.1. C hap ter 5 offers a d iscussion  of h o w  heritage 
tou rism  has developed  in  Peru, and  particu larly  in  the  C usco region. C hap ter 6 
explains the m ethodolog ical decisions u n d e rtak en  for the  im p lem en ta tion  of the 
research  strategy. C hap ter 7 p resen ts the find ings from  Phase I of the  study , w hile 
C hap ter 8 p resen ts  the  find ings from  Phase II. C hap ter 9 offers a d iscussion  and  
analysis of the  overall findings, w hich  are linked  back  to  the  research  objectives, and  
the  lite ra tu re  rev iew  of the  earlier chapters. C hap ter 10 offers a b rief resta tem en t of 
the  orig inal p rob lem  chosen for exploration  and  sets o u t w h a t has  been  leam t by 
u n d e rtak in g  the study . It also po in ts  ou t possible d irections for fu tu re  w ork  based  
on  w h a t w as n o t w ith in  the  scope of th is s tu d y  an d  also on  areas that, a lthough  
w ith in  its scope, could  n o t be fully  addressed .
1.3 Conclusion
This chap ter has  ou tlined  the rela ted  subject areas to the  chosen topic for 
exploration, the  ro le of the  to u r gu ide  in  develop ing  in teg ra ted  heritage  tou rism  in 
Cusco, Peru . The subject of to u r gu id ing  w ith in  the  b o d y  of litera tu re  on 
in te rp re ta tion  w as iden tified  as being  a neglected  top ic w ith  p a rticu la r w ith  regard  
to  develop ing  areas. The significance of the p rob lem  to be  considered  w as 
explained, as w ere  the key objectives and  the research  questions. The m ethodology  
an d  fie ldw ork  design  w ere  set o u t in  sum m ary  to  show  h o w  the  p rob lem  w as
approached  for m easu rem en t and  testing. Finally an  ou tline  of h o w  the  con ten t of
the  s tu d y  w as stru c tu red  w as p rov ided .
Chapter 2 
Archaeology, Tourism & Memory: Dynamic Narratives
2.1 Introduction
The p u rp o se  of th is chap ter is to contextualize the  research  questions and  to 
in troduce  the  subjects of archaeology, m em ory  and  tourism . These subjects have  a 
bearing  on  the  fo rm ula tion  of the  research  questions, w hich  in  tu rn  w ere  created  by 
in terw eav ing  s tran d s from  the  three key subject areas. Firstly, th is chap ter outlines 
key aspects of deve lopm en t in  archaeology, exploring  its origins, defin itions, im age 
an d  fu tu re  d irections. Secondly, the sam e line of enqu iry  is u n d e rta k en  for tourism  
to estab lish  the  com m on g ro u n d  shared  by  the  tw o  areas. O ver the  las t fifty years 
archaeology an d  tourism , as disciplines, b u t especially  as activities, hav e  u ndergone  
significant changes. U nderstand ing  these changes is im p o rtan t as they  have  an 
effect on  v isito r m anagem en t an d  fu tu re  developm ents in  heritage  tourism . Thirdly, 
the  im portance  of the  p a s t as a crucial link  be tw een  archaeology an d  tou rism  is 
discussed, an d  m em ory  em erges as a po in t of connection be tw een  heritage  tou rism  
an d  archaeology.
Finally in  the  ligh t of increasing d em and  for cu ltu ral tourism , the  d iscussion 
h igh ligh ts the  need  for an  in teg rated  approach  to  heritage  m an ag em en t so th a t the  
inevitable re la tionsh ip  betw een  tou rism  an d  archaeology can m atu re . This is 
h igh ligh ted  as particu la rly  im portan t in  the  develop ing  areas of the  w o rld  w here  
largely, trad itional m anagem en t of heritage prevails. In  o rd er for heritage  to  be 
enjoyed b y  fu tu re  generations, it is im perative th a t in te rp re ta tio n  be  u sed  as a 
strategic tool for its conservation.
2.2 Archaeology: Origins, Definitions, Image & Future Directions
2.2.1 Introduction
The sections th a t follow  sum m arise  the  orig ins of archaeology a n d  the  subsequen t 
deve lopm en t of the  discipline and  profession. The key  aim s of archaeology an d  
narra tives it uses to  articulate its im age are exam ined. Its re la tionsh ip  to the  v isiting  
public  is d iscussed  in  rela tion  to the  fu tu re  of the  activity.
2.2.2 Origins
2.22.1 Origins as an A ctiv ity
Several h isto rian s agree in  dating  the beginnings of archaeology to  the  Renaissance. 
S ilberm an (1995) recounts th a t archaeology has its roo ts in  a m o v em en t of p ro test. 
H e uses the  exam ple of Ciricao de ' Pizzacoli of A ncona, a scholar w ho  travelled  
th ro u g h  Italy, Greece, A sia M inor, and  E gypt d u rin g  the second ha lf of the fifteen th  
century. Ciricao w as resurrecting  a p a s t th a t the au tho rities  of the  tim e (the en d  of 
the m id d le  ages in  the th irteen th  and  fou rteen th  centuries) p refe rred  to  neglect: the 
classical past. It is sa id  (Silberm an, 1995:254) th a t archaeology w as 'in v en te d ' by  
Ciricao:
. .  collecting ancient inscriptions and carefully sketching archaeological remains. 
When a priest asked him what he thought he was doing, Ciricao told him, "I go to 
awake the past". '
The activ ity  k n o w n  as antiquarianism  also he lp ed  shape  w h a t la te r becam e k n o w n  as 
archaeology. P ilgrim age rou tes and  an tiquarians searching  for the  m ateria l cu lture  
of ancien t civilisations pav ed  the w ay  for archaeology to  develop , S ilberm an (1995).
2.2.2.2 Origins o f Purpose
It w o u ld  ap p ear how ever th a t since the m ovem en t of collecting artefacts w as also a 
factor in  shap in g  the  developm ent of archaeology (H udson , 1981), the  orig inal 
p u rp o se  of u n d e rtak in g  archaeology em erges as the  satisfaction of curiosity. In  
V ictorian tim es, an tiquarian ism , treasu re-hun ting  an d  archaeology w ere  u n d e rtak en  
as hobbies, w h ich  reinforces the  no tion  of the  o rig inal p u rp o se  being  a w ay  of 
passing  spa re  tim e, H u d so n  (1981),
Therefore, w hile  the  p u rsu it  of know ledge w as an  im plicit p a rt  of the  orig inal 
pu rpose , the  u n know ab le  quality  of the  p a s t is also im p o rtan t to  acknow ledge. 
Shanks (1992) w rites of the  attraction  of archaeology for a con tem porary  aud ience  as 
being  linked  to  the  m ysterious, elem ents of detective w ork  an d  all th a t canno t be 
p in n ed  dow n. The R enaissance's celebration of know ledge, h u m a n  achievem ent 
an d  d iscovery  su p p lied  a strong  contextual p u rp o se  for archaeology to  flourish . The 
im plications of th is regard ing  the evolving p u rp o se  and  m ean ing  of travel are 
explored  la te r in  th is chapter.
2.2.2.3 Origins of Practice ~ Opening Up World Culture Through Travel
The n o tion  of enrich ing  oneself th ro u g h  travel w as an  ex tension  of w h a t the 
V ictorians referred  to  as 'lea rn ed  leisure ' an d  those w ho  cou ld  devo te  them selves to 
it th ro u g h  p riv a te  fo rtune  w ere considered m ost fo rtuna te  in d iv id u a ls  w h o  w o u ld  
also benefit society a t large. As H u d so n  (1991:40) states, '... society requires a 
reasonable proportion o f time, money and energy to think.'
The need  to  cu ltivate the  'energy  to  th in k ' w as seen  as ind ispensab le  for a 
p rogressive society to  innovate  an d  im prove u p o n  p a s t achievem ents. T ravel w as 
seen  as a fun d am en ta l p a rt  of th is 'lea rned  leisu re ', (H udson , 1981). The in te rest in  
archaeology w as w ell-served by  the V ictorian 's technical ach ievem ents in  the 
estab lishm ent of a tru e  railw ay  netw ork , and  H u d so n  (1981:44) m en tions h o w  local 
archaeological societies benefited  from  it:
'Members usually made an excursion of this kind a cultural excuse for a little 
holiday and many o f them would reckon to spend three or four days in the area, 
staying with friends or at a nearby ho te l. . . '
The access created  b y  technological developm ents in  travel m ade  u n ea rth in g  new  
places a possib ility  for archaeologists and  later th is cam e to  include  overseas travel
also. The connection be tw een  archaeology an d  travel abroad  is m ad e  explicit in  the 
fo llow ing ob ituary  of 1927, (H udson, 1981:24):
'David George Hogarth was widely travelled and carried out a considerable 
number of excavations... Beneath his work lay rather the spirit o f the skilled 
traveller, keenly curious o f cities and men, not alone for their past, but also for the 
present and fu ture .'
The sections th a t follow  below  outline the  trajectory of archaeology from  the  pre- 
1900s to  the  p resen t.
2.2.2.4 Origins as a Discipline & Profession
Figure 2.1 below  indicates som e key influences in  the  deve lopm en t of archaeology. 
A n tiquarian ism  an d  archaeology developed  over tim e to  form  b o th  the discipline 
an d  profession  as it is kn o w n  today. This deve lopm en t occurred  in  stages, spann ing  
nearly  one h u n d re d  an d  fifty years.
H istory SociologyA nthropo logy
A ntiquarian ism
Science A rchaeology
Figure 2.1: The Subject Disciplines & Influences Shaping the Development of Archaeology
2.2.2.5 Archaeology in the Pre-1900s
D uring  the V ictorian  and  E dw ard ian  periods the w o rd  "archaeology' w as u sed  in  a 
m uch  m ore  general sense th an  it is today, (H udson, 1981). A t the  tu rn  of the  19* 
cen tury  in  British archaeology, the  tw o  w ords 'an tiq u a ria n ' an d  'a rchaeo log ist' w ere 
used  loosely an d  som etim es in terchangeably . B ranigan (1974:20) em phasises the 
im portance  of context:
'Once artifacts are removed from their original context they are o f little 
archaeological value, because it is the acquisition o f knowledge rather than an 
accumulation o f objects that is important.'
The im portance  of context is particu larly  re levan t to  the  key research  questions of 
th is study.
2,2.2.6 Archaeology's Hibernation: 1900 -1960
R enfrew  (1972) expressed  th a t be tw een  1900-1960 archaeology u n d e rw e n t a k ind  of 
h ibernation , coining it ^the long sleep '. Things w ere how ever deve lop ing  d u rin g  this 
h ibernation , th o u g h  in  p a rt  the  s tagnation  R enfrew  refers to  is a ttribu tab le  to the 
W orld  W ars in  th is period , w hich  slow ed do w n  the pace of developm ent. The 1920s 
for exam ple, saw  the  first developm ents of the  subject in to  an  academ ic discipline. 
The U niversities of C am bridge and  L ondon estab lished  their first degrees w ith in  the 
early  decades of the  tw en tie th  century, quickly fo llow ed b y  fo llow ed by  Oxford. 
Britain, along w ith  o ther W estern  dem ocracies, w as one of the  b irthp laces of the 
discipline, an d  m o st of the  early  figures in  its d eve lopm en t w ere  h igh-rank ing  
m ilitary  personnel, w ho  orig inally  dabbled  in  it as a pass-tim e. W ithou t the 
assistance of p rev ious em pires an d  strategic m ilitary  strongholds, it  is n o t difficult 
to u n d e rs ta n d  w h y  discip line evolved m uch  later in  develop ing  countries. O n  the 
speed  of deve lopm en t after the  1960s, M yers (1975:5) described  h is experience 
d u rin g  the  1920s:
'. ..more than f if ty  years ago, ... professional archaeologists were very rare birds 
[...] When I  inquired, on taking m y degree, about the prospects o f archaeology as a 
career, I  was firm ly  warned off by m y mentors, for all practical purposes, I  was told 
there were no careers in archaeology...!..]Archaeology's lack o f distinct 
professional profile, in part was due to the broad background o f those who were 
initially drawn to it. '
U p u n til the  1910s archaeology defined  itself as a w ide  subject area. A rchaeology 
curren tly  includes non-docum en tary  history , includ ing  p re-h isto ry  (w ith  no  
docum entation) an d  the excavation of W W  II aircraft. F igure 2.2 show s the  changes 
in  shape  an d  focus th a t archaeology has  un d erg o n e  over the  las t cen tury , (H udson,
1981).
Pre-1900s
Wide Sense of 
archaeology until 1910
Traditional
Archaeology
1910-1930
Focus narrows
1960s-1970s 
Dissatisfaction with narrowness 
Focus Widens Once More
New Archaeology
Figure 2.2: Changing Focus of Archaeology Between 1910 to the Present Day: The Trajectory from
Traditional to New Archaeology.
2.22.7  New Archaeology: 1960's - Present Day
The development of what became known as 'New Archaeology' began in the 1960s 
and it was 'new' in relation to the traditional or old style of archaeology that had 
preceded it. Shanks & Tilley (1987) explain how theory had changed:
'Theory has been an important issue in archaeology since the 1960s and has taken 
the form  o f a contentious field o f polemical manoeuvring within the discipline and 
between archaeology and other social sciences..'
One of the major changes that 'new' archaeology brought was a new focus on the 
socio-cultural context and the bigger picture surrounding sites and less about 
descriptions of materials and artefacts. New archaeology redrew the boundaries of 
archaeology as a subject discipline and as a practice, so that its purpose could widen 
in scope. In widening what archaeology was about, there came another dimension, 
which was the presentation of archaeology to the public. This opening of focus was 
also a conscious shift in direction outward to reach an audience which was neither 
scientific nor made up of other academics from related fields. The 'new archaeology' 
movement also witnessed the debate about the classification of the subject as a 
science or an art that was also developing in the early 1900s. The debate however 
matured into an acceptance that archaeology contained key elements of both the 
subject classifications.
2.2.2.8 New Directions: Presenting Archaeology to the Public
Another key reason for archaeology reaching out in the direction of the public was 
directly linked to changes in funding structures. During the advent of 'new' 
archaeology, the importance of widening the sphere of archaeology's connection 
with other disciplines became a major drive. At the same time, the need to become 
more accountable increased as public funding decreased, (particularly in the United 
Kingdom). These developments were occurring at a time when mass tourism was 
establishing itself as a major new phenomenon in the world, and when the way to 
interpret the things found by archaeologists, was changing as the audience changed. 
The audience now included non-specialists, the tourist, the local community, the 
public and private stakeholders, as well as the archaeologists.
The term 'cultural resource management' (also known by the abbreviation CRM), 
has its origin in North America (Shanks & Tilley (1987). Similar to 'new 
archaeology', cultural resource management began to develop during the 1970s. 
Cultural resource management in America also preceded the movement in the 
United Kingdom, though the British debate did not borrow the same term for the 
management the country s natural and man-made resources. The term used more 
commonly in the United Kingdom is 'heritage management.' The literature of 
cultural resource management highlights that the past's non-renewable nature 
requires management to safeguard it for succeeding generations, but Shanks & 
Tilley (1987a) argue however, this leads to an approach that is not free of its own 
problems:
'Central to the management o f the past is the assessment o f individual items in the 
resource base and this is seen as a problem o f significance: Is this site or burial 
mound worth digging or preserving rather than another? In effect, this is a pricing 
o f a past turned into a commodity.'
This particular perspective was shared by those involved in the debate in the UK 
where the development of heritage management coincided with significant policy 
changes. Baker (1988:141) explains: the 'Heritage' concept has run in parallel with a
steady withdrawal o f government fu n d in g ....' Of direct interest to this study, is that 
while the discipline became more scientific in its development, the visiting public 
were becoming interested in the human factors involved in the activity. According 
to Branigan, (1974) visitors had a stream of how, why and what questions regarding 
how and why a site was being excavated and what was being discovered.
However, the development of narratives to satisfy their curiosity was more complex 
than the questions. Shanks & Tilley (1987a) suggest that the separation in time and 
space between what archaeologists are studying (the past) and when they are 
studying it (in the present) is one of the causes of the complexity, but that 
acknowledgement of this separation and its problems is important if new ways of 
coping with it are to be developed. This acknowledgement allows the distance 
between the past and the present to be bridge, and is viewed as fundamental for the 
development of modem archaeology. Such a focus is also concerned with making 
archaeology relevant to contemporary society. This is echoed in Smardz's (2000:1) 
article on public archaeology in Canada, who writes:
. ..over the past decade, a real revolution has been taking place in the profession of 
archaeology. The whole arcane mystery o f the profession is being systematically 
broken down, and about time, too! The people, whose cultures we archaeologists 
have studied for so long, are actually having a chance to learn what archaeology 
can tell them about their ancestors, and the broader human fam ily across all times 
and all places. '
New archaeology spawned the need to present finds to the public and re-energized 
the interpretation part of 'doing archaeology'. No longer did it seem sufficient to 
excavate, record and explain within the discipline, but the need to reach a wider 
audience became important. Since then this focus has continued to prevail and is 
likely to spread to developing world areas over time. The challenge that Shanks & 
Tilley highlight is not only to reach the wider audiences, but to present the past 
from where it is being viewed, in the present. Recovering this perspective is where 
some of the future work lies for the next stage of archaeology's development.
2.2.3 Definitions
2.2.3.1 Introduction
The word 'archaeology' is from the seventeen century late Latin but its etymology 
derives from the Greek, and is composed of arkhe, meaning beginning and logia, 
meaning the study of'. This section explores evolving definitions over tim e from of
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the profession and the misconceptions about what archaeology is and what 
archaeologists do. Amongst the archaeologists themselves there has often been 
heated disagreement about what they ought to be doing in terms of the focus and 
direction of the profession, (Branigan, 1974; Hudson, 1981; Shanks, 1992). The 
Collins English Dictionary (1993) defines archaeology as: 'The study o f man's past by 
scientific analysis o f the material remains of his cultures. '
Writing in the era of New Archaeology, Branigan considers these definitions to be 
limiting, stating (1974:19) that he is concerned with the widest archaeological 
horizons.', and cites Dr. Clyn Daniel's point of view that 'archaeology begins yesterday', 
and lends support to this claim with reference to the much-less glamorous though 
valid growth of industrial archaeology and of post-medieval archaeology. In 1948 
Sir Mortimer Wheeler expressed his definition of the discipline in a BBC radio 
programme, (Hudson 1981 :iü), "The humanistic science which we call by the clumsy 
name o f archaeology.' Branigan (1974:16) expresses the general public's view of a 
definition and purpose of archaeology as follows:
'The layman thinks in terms o f material objects and buildings, [...] But pots and 
pans, temples and tombs are not basically what the archaeologist is seeking; they 
are not the be all and end all, but simply a means to an end. '
Not only have definitions of what archaeology is changed, but also its definition 
appears to be an ongoing debate (Shanks, 1992). Similarly, the answers to the 
question, what does an archaeologist do, vary according to who you ask it of and, 
often, where in the world this question is posed. This has implications for the key 
questions of this study as the developing world countries tend toward 'old 
archaeology' practices, while the developed countries are focusing on presenting 
their sites to the public and other such 'new archaeology' practices.
2.2.3.2 Science or Art?
The classification of archaeology as either art or science appears to have taken up 
much of the debate vis-à-vis its definition. The debate has moved from a consensus 
that it was more of an art-based subject to a more scientific one, then finally in 'new 
archaeology to reconcile the dual nature of archaeology as an art with a scientific 
method. The zealous attempts for it to be defined as a science were linked to 
wanting it to be distinguished from antiquarianism and for it to be taken seriously 
by the other 'serious' subject disciplines. The issue of archaeology's classification as 
a subject is linked to the issue of its image as an objective or subjective activity.
Branigan (1974:21) quotes Crawford who summed up this dual nature as such, 
'Archaeology is an art which employs a scientific technique'. In response to the question 
was archaeology a science or an art, Mortimer Wheeler, one of the subject's leading 
lights, famously claimed (Shanks, 1992:2): 'Neither, it's a vendetta' (against the past, in 
the present)' If archaeology starts with excavation (the more scientifically-based 
part) and ends with interpretation (the more humanities-based part), it is possible to 
suggest that archaeology in and of itself acts a bridge not only between the past.
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present and future, but also between the discreet subject classification of the arts 
and the sciences. Branigan (1974:21) expresses this duality as a major strength in 
archaeology's ability to reach out and be understood by a wider audience, eager to 
leam during their leisure time: 'As such it can provide one o f the few  genuine bridges 
between the 'two cultures.' This bridging element within the discipline has a direct 
relevant to the key research questions of this study.
2.2.4 Image
2.2.4.1 Introduction
Archaeology, like tourism, suffers from some image problems, despite recent 
changes that have rendered it more accessible to the public. During the time of 
archaeology's development, its purpose has shifted from the amateur antiquarian 
focus toward an increasingly objective image of the professional archaeologist 
undertaking scientific activities (Hudson, 1981; Branigan, 1974; Shanks & Tilley, 
1987). The search for a more objective image was part of the development of an 
archaeology profession. Archaeologists became keen to discard the subjectivity of its 
past and so it became about men donning white coats in the laboratory and 
divorcing themselves from the messiness of fieldwork. It was thought that if the 
methods for undertaking archaeology were scientific, the archaeological record 
would be a reliable account. In this way Shanks (1987a:8) explains the interest in 
developing an objective image, 'It aims at filtering out the 'noise' o f subjective experience 
-  the rainy days and the wandering cows. '
New archaeology' heralded a new acceptance that archaeology contained an 
inherent subjectivity that began to be widely acknowledged as part of the nature of 
the work. Such subjectivity was accepted to be present in the selection of what is 
excavated (the doing of archaeology) and of what and how it is explained to the 
wider public (the reflecting on archaeology). The need to find alternative sources of 
revenue was a factor in reconsidering archaeology's image. In order to cultivate 
public support, archaeologists realized that they needed to move away from being 
associated with all things old, dead and exclusive. Indeed the opposite image was 
required, by tapping into the excitement, mystery, and discovery elements of the 
work.
2.2.4.2 Archaeology & the Hero Figure
The image of the swashbuckling archaeology figure fostered by popular film and 
fiction began to lend archaeology some fascination and glamour especially during 
the 1980s with the release of Raiders o f the Lost A rk  and Indiana Jones. Notions of an 
archaeology hero successfully battling obstacles to protect the 'boon' of the 
mythological odyssey began to emerge at a period in time when the profession 
needed a new image. At around the same time, the advent of the metal detector also 
helped this transition to occur as more people were participating in, and 'owning' 
elements of archaeology for themselves. The change in image to the outside world 
created bridges to new ways of 'doing archaeology' as well as providing a wider
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purpose for the discipline: that of reaching more people and showing how 
archaeology is relevant to our modem lives.
Equally, this image change has its roots in how real-life hero figures such as 
Schliemann in Troy, Hiram Bingham in Peru, and Evans in Crete, over the past one 
hundred years, all contributed to the glamorous image of archaeology. Branigan on 
this topic (1974:16) writes, 'The glitter o f gold has made it difficult for the aims o f the 
archaeologist to be seen in perspective. ' The hero-figure exists not only because of the 
archaeological finds themselves but also because of the power of literary texts and 
travel writing. The image of archaeologist is linked to archaeology's complex 
relationship with myth and mythmaking.
2.2.4.3 Archaeology & M yth-M aking
The quest and drama involved in archaeological work lends itself to the making of 
myths, as can be seen in the fictionalization of real life figures in action film 
narratives. The mythological archaeologist figure of fiction bolsters another myth 
that all archaeologists are the heroes of their adventures, and they uncover a new 
understanding of a culture, which the world would be the poorer for had they not 
undertaken their adventure, with no reference made to the destruction necessary for 
excavation.
Shanks (1992), however suggests that it is a myth that we can ever 'know' the past. 
In particular the notion of a singular past also emerges as a myth. This is linked to 
the subjectivity involved in undertaking archaeology and also to the differing 
viewpoints of the stakeholders of a site. For the purposes of this study, it is linked to 
the importance of visitor interpretation acknowledging the implicit plurality 
involved when offering readings of the past. Another way that myth becomes 
involved in archaeology is through the use of cultures wanting to connect their 
lineage to that of a previously dominant and successful one. Trigger (1995) 
discussing the effect nationalism has had on archaeology, also mentions the use of 
myth to bolster prestige.
On another level it is also a myth that archaeology is a neutral, objective ground for 
exploring the meaning of the past. Shanks & Tilley (1987). They highlight that 
scientific objectivity of the archaeologist's method itself is a myth. Archaeology 
makes a spectacle of the past, and the key figures in it 'doing the archaeology' are 
human beings, subject to bringing some level of cultural or contextual bias to the 
task. Moreover, the immediacy of the contact between archaeologists and their finds 
is exposed by Shanks & Tilley, (1987), as confrontation with the temporal, as well as 
spatial chasm that exists in these encounters. In this light, archaeology does not 
emerge as a theatre for exploring the drama of the past, but more as a film about the 
drama of exploring the past, because it is not live drama but a recording since the 
audience is not usually present at the excavation stage. Even if they were present to 
witness the archaeologist touching the past in the shape of stones or artefacts, as 
Shanks (1992) explains, the temporal distance between these two with the inherent 
resonances of death across thousands of years, makes it a myth that this encounter
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can be Tive' as such. Myth is often used to interpret archaeology to engage a 
visiting audience's imagination, using the biographies of those who discover and 
rescue sites to communicate its context and meaning. Yet it is also a myth that such 
endeavours to reach a wide audience never compromise the complexity of the past 
(Shanks & Tilley, 1987; Uzzell, 1998).
2.2.4A Archaeology & National Image: The Politics o f Archaeology & Tourism
The post-colonial age saw a revisionist approach to the old narratives about places 
and their history. In the process of independence, the recovery of myth and folklore 
of the indigenous population for inclusion in the new narratives was not 
uncommon, (Silberman, 1995). Of specific interest for this study is how the 
dismantling of European empires coincided with the incipient development of a 
fledging tourism industry. While ex-patriots were returning home, others members 
of the upper classes back home was beginning to travel to the former colonies as the 
first international tourists.
As the tourism industry began to develop in the middle of the twentieth century the 
images used to promote these newly independent nations often included the 
folklore and myth of their revisionist histories. In a sense, these national images, 
based on myth and legend, became exportable stereotypes in the promotion of a 
country's identity. Silberman (1995) explains how myth was woven into the 
rebuilding of a country's past, despite the problems inherent in revisionism. In 
terms of these countries developing a tourism industry either partly or wholly based 
on their archaeology, the construction of narratives for the visiting public required 
consideration. The emphasis is Silberman's own (1995:257):
' B ut now, since the archaeology o f every new nation addresses both a domestic and 
an international audience, the comparative antiquity o f certain peoples or the speed 
with which they climbed the evolutionary ladder are as important as the celebration 
o f specific events from  their history.'
Silberman concludes from these developments that a standardisation of 
interpretation may occur in preparation for the international tourist who will visit a 
considerable proportion of the key world heritage sites expecting an appropriately 
mythology-laden but digestible narrative. As a country's archaeological sites are 
tourism products for those developing a tourism sector, there is a need to ensure 
product differentiation from competing countries. This needs, as Silberman notes, to 
be balanced by the need to slot one's chosen narrative into the 'universally' accepted 
version of world history, in particular the version of history being used by one's 
competitors (most frequently, one's neighbours) as intra-regional travel is the most 
common among international visitors. In Peru, the Inca culture was selected from 
many other possible post-Colonial cultures as the key marketing icon when arrivals 
began to increase during the 1960s and 1970s. The issue of authenticity is linked to 
the selection of which cultures are given exposure for touristic consumption. 
Silberman (1998:250) raises the question of where the cut-off point is for authentic 
ancientness:
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'When it comes to modern beliefs and behaviour, 'ancientness' may lie in the eye of 
the beholder. How ancient, after all, is the historical mythmaker's, 'once upon a 
time?'
If the stories we tell about the ancient past keep changing according to who is in 
power, then the question of which is the 'correct' or 'authentic' story may become a 
contentious issue amongst all the stakeholders involved, including the visiting 
public.
2.2.4.5 Archaeology as Narrative
Of particular interest to this study are the interpretations about what archaeology is 
trying to communicate, a subject Silberman (1995: 250) explores:
'....forms o f archaeological interpretations that gain currency among the general 
public, conveyed in such media as schoolbook texts, guided tours through national 
parks, museum displays, and popular literature, [...].'
This perspective is of particular interest for this study as its focus is the relationship 
between archaeology and interpretation for tourists. The use of narratives then as 
Silberman (1995) explains has become central to archaeology's relationship to the 
outside world. The construction of these narratives, and the control over who 
writes them, becomes of paramount importance not only for the visitor they are but 
for all the stakeholders, even if not directly involved. (Alcock, 2002; Silberman, 1995; 
Trigger, 1995; Shanks, 1992; Baker, 1988). The politics of telling the stories of the past 
emerge as immense and far-reaching in their importance for the future. As such, 
contention over which narrative prevails is key: as Home (1997:60) puts it, 'O f  
course, who gets to tell the story is the battle o f the day.'
Trigger (1984) categorised three slants that are grafted onto archaeological 
narratives in his article. He identifies some of the most common narratives found in 
archaeological work; nationalist, imperial and colonial. The construction of such 
narratives is influenced of the external environment, as Trigger (1995:265) states, 
'Political factors may formally or informally constrain what archaeologists say about their 
data.' However, internal factors such as the culture of archaeological bodies' also 
play a part in the interpretation of the past, as do subjective opinions. Silberman 
(1995:261) adds to Trigger's typology two other narratives, both products of a post­
modern society, the first is 'touristic archaeology' and the second, 'archaeology of 
protest', which is linked to the growth of heritage museums and centres that deal 
with re-examining controversial pasts, (Ritcher, 2002). During the last three decades 
of the twentieth century, the issues of slavery, child labour, and racism became 
topics great public interest, has continued to manifest in the increase of popularity 
for heritage tourism, pointing to a trend that leisure may be perceived as an 
opportunity for reflection, self-development and learning. In a sense, this is a 
return, albeit on a much larger scale, to the Victorian 'learned leisure'.
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2.2A.6 Archaeology as Tourism Narrative
The use of a nation's archaeology to create a 'touristic narrative' is linked closely to 
the relationship archaeology has with myth making. The use of 'touristic 
archaeology' is, according to Silberman (1995:258), largely prevalent in those 
nations, 'whose existence is no longer in doubt.' The move from patriotic shrines to 
theme parks may be prevalent in nations whose identity is now clear and that have 
some domestic tourism and leisure for entertainment's sake. For countries that have 
overcome the struggle to gain and maintain statehood and now enjoy a level of 
security and peace, there are new archaeological challenges. For Silberman the 
biggest challenge they face is to avoid the pitfalls of using tourism as a substitute for 
development work and for slipping into simplistic 'touristic narratives'.
Silberman outlines the danger of complex and ancient cultures being viewed as a 
commodity to be packaged and sold. Silberman's concern highlights two important 
issues about tourism and archaeology. First, it reveals a traditional approach to 
archaeology and secondly, it flags up a key point central to this that archaeological 
sites are viewed differently by a series of different groups. These groups see 
archaeological sites from their perspective as Figure 2.3 outlines. It is the differences 
of opinion between the discreet groups on the value and meaning, and therefore the 
use of sites, that causes disagreement and conflict.
Tourism Industry 
Viewpoint
i
Visitors
Viewpoint
(International)
Archaeological VisitorsViewpoint
(Domestic^
Local)
i
Archaeologists, 
Conservation 
& Heritage 
Specialists' 
Viewpoints
Figure 2.3: The Discrete Stakeholders with Dijferent Ascribed Meaning & Viewpoints on
Archaeological Sites.
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Although Silberman's concern and its attendant implications may be reasonable, it 
reveals a simplistic approach that fails to embrace the complexities and current 
challenges facing archaeology.
2.2.4.7 Archaeology as Parody: The Power o f Souvenirs
Souvenirs, the modern-day equivalent of the antiquarians' booty, are one of the 
junctures where tourism and archaeology meet. Therefore souvenir quality is 
important if the places they represent are not to become parodies in miniature and 
portable form. When the souvenir quality is low, whether in three or two 
dimensions, and when there high public exposure, the real sites can suffer from 
poor publicity and their value can decrease in potential visitors' minds. One 
definition of parody given by The Collins English Dictionary (1993) is, 'Something so 
badly done as to seem an intentional mockery; travesty.'
The urge to acquire souvenirs reflects the very human desire to collects things to 
mark our existence within the trails of time and keep the memory of our trip more 
tangible, often despite the quality of the items we buy. With some 'material culture' 
from our time away, we have proof (sometimes even to ourselves) that we had an 
experience and with this proof we can also impress friends and family, (Hitchcock & 
Teague, 2000; Hooper-Greenhill, 2002). However, the over-use of key images that 
have come to stand for Egypt, France and Peru for example also plays a part in their 
conversion into stereotypes and parodies. Yet even for poor quality miniature 
replicas of the Pyramids, the Eiffel Tower and Machu Picchu respectively, still 
endures but it raises questions about the percentage of the purchases that are made 
tongue-in-cheek precisely because of their kitsch appeal
Within an integrated heritage tourism context, dialogue between the archaeology 
and tourism bodies can ensure that quality souvenirs are created which add value to 
the overall visitor experience of a site, long after the visit has concluded. Moreover, 
and of direct relevance to this study, the intangible souvenirs, visitors' memories of 
a site can be enhanced by the provision of high quality interpretation.
2.2.5 Future Directions
In this light, the need to create a site management plan emerges as a priority and 
this includes visitor management and revenue generation. Visitor management will 
involve setting optimum carrying capacities for a site as well as promotional 
advertising to juggle seasonality in the site's favour. Income could be generated by 
admission fees for visitors, and for guided tours of the site (with audio or human 
guides) as well as the sale of souvenirs. Rather than fill site shops (or those at the 
destination in general) with tasteless items that parody monuments and by 
extension the country, careful selection of quality souvenirs can increase visitor 
satisfaction and site revenue. High quality coffee-table books and books on topics 
relevant to the site wiU raise the profile of the organisation responsible for the site 
and provide a higher quality visitor experience and higher visitor spend. Such 
practices represent a 'market orientation' for an attraction which are characteristics 
of both integrated heritage tourism and new archaeology. A market orientation
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manipulates demand to the advantage of supply. Interpretive trails direct human 
traffic around a site in order to protect fragile areas, the intelligent commissioning of 
merchandise allows visitors to find good quality souvenirs for gifts and in turn, this 
revenue allows the archaeologists to fund any work required on the site, be it 
excavation or interpretation costs, (Cooper & Westlake, 1992).
From a conservation perspective it is not however difficult to sympathise with 
Silberman's (1995:260) concern that whether sites 'succeed' as a tourism attractions,
'... will depend not only on the finds and the presentation, hut also on the vagaries 
o f tourist flow, airline fares, and Western fears o f international terrorism.'
However this concern epitomizes a key problem that 'old archaeology' creates 
between archaeologists and tourism developers. Silberman fails to appreciate that 
tourism does not claim to control external factors such as war and exchange rates in 
order to create conditions conducive to effective demand (Cooper et a l, 1993). Yet 
Silberman (1995:260) demonstrates a clear understanding of another critical issue in 
the current relationship between archaeology and heritage, especially in developing 
regions. The creation of a 'coherent narrative' for a site that is an attraction remains 
problematic because of the lack of integration between key stakeholder 
organizations:
'The late twentieth century government antiquities departments, tourist 
ministries, and private foundations that attempt to market their archaeological 
sites as products are, it might be argued, unable by their bureaucratic natures to 
forge a coherent narrative about their sites. '
Organisational structures however can be changed over time and need not be 
inherent obstacles to a fruitful inter-disciplinary relationship between tourism and 
archaeology. This is directly relevant to this study as the heritage tourism 
development in Cusco is in clear need of dialogue between the stakeholder 
organizations. It is noteworthy too that Silberman's final analysis also seems to be 
representative of old archaeology, in that it resists integration with tourism planners 
in order to form the necessary 'coherent narratives' for a wider audience. The 
resistance is based on the fear of over-commercialisation in the process of creating 
attractions from archaeology. While there are dangers such as the simplification of 
complex histories, (Shanks & Tilley, 1987) there is also the danger that not engaging 
with tourism planners will mean that archaeologists lose an opportunity to have 
input in the development of site narratives. Demand for heritage tourism is 
predicted to continue to grow. Therefore in the future, whatever archaeology's 
previous experience of tourism, dialogue with tourism bodies will be necessary to 
ensure that site narratives are more, and not less coherent. It is only inevitable that 
over time, new archaeology along with postmodernism will impact upon site 
presentation in developing regions of the world.
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2.3 Tourism: Origins, Definitions, Image & Future Directions
2.3.1 Introduction
The following sections summarise the origins of the activity of tourism, the 
development of the discipline and profession. Definitions of tourism are also 
explored in order to reveal key changes during the discipline's development. 
Similar to archaeology, tourism's image also emerges as complex. The future 
direction of tourism as a sector is discussed in the context of sustainable 
development.
2.3.2 Origins as an A ctivity
The origins of tourism have been traced back to the Middle Ages when the 
movement of people away from their normal place of residence was usually 
undertaken for either trade or religious purposes. The Roman network of roads 
vastly improved access and trade flourished. Tourism for leisure and the 
assimilation of cultural knowledge, as it was later to be characterised, developed 
around the mid-1800s when it became known as the 'Grand Tour'. Yet this tradition 
dates back to the Renaissance, and Adler (1989) in her literary analysis of the origins 
of sightseeing traces this development to the early 16th century. She offers an 
interesting discussion on the development of different rationales for what she terms 
the 'art of travel' until the late eighteenth century. The origins of tourism are linked 
to the urge to see what the 'whole world' held and to draw inventories of the 
contents. There was a desire at first that such an inventory should be as objective as 
possible, and in this way, tourism's origins as an activity were the opposite of the 
subjective beginning of archaeology. During the Renaissance the approach to travel 
become strongly connected to education and the focus was on discovering the right 
'method' for learning in all branches of knowledge. Preparation through reading 
prior to travel remained the favoured method for a considerable time. The trend 
moved toward finding amusement in looking at scenery, rather than entering into it 
through reading about the place or talking about it with others. By the nineteenth 
century, tourists were using 'Claude glasses' (named after the painter Claude 
Lorraine) in order to frame the view for themselves of what they were visiting. It 
can be seen therefore, that the seeds of the range of tourism demand that developed 
post-1950 lie in the historical origins of tourism.
2.3.3 Origins of the Current Tourism Industry
Bound up with the origins of the activity are the origins of tourism' practice and its 
original purpose. These origins were the result of changes taking place during the 
Middle Ages, the Renaissance and the period between the late eighteenth and early 
nineteenth century. In short, the changes were characterised by travel for religious 
or trade purposes, travel for education or 'discourse' with a view to the acquisition 
of knowledge, and finally travel for enjoyment and the fulfilment of the pleasure of 
the sense of sight. Essentially, these three types of tourism remain present in the 
current tourism industry.
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The combination of new aeronautical technology, increases in disposable income 
and paid leave, made the advent of 'mass tourism' a reality. However over the last 
fifty years, the tourism industry has had to respond to on-going socio-cultural and 
economic changes in the market. The mid-1980s were a key moment of transition in 
the range of supply available to consumers. The segmentation of the market created 
'alternative' options to the 'mass' option of previous years. A marked shift toward 
quality tourism experiences occurred together with a search for responsible 
holidaymaking as consumer awareness grew.
In the late 1980s and early 1990s three important changes occurred. One change was 
an increase in popularity of 'cultural tourism' (in both 'mass' and 'alternative' 
tourism) and this heralded a fuU-circle return to the very origins of the activity 
(Uzzell, 1998). The second change was the increase in frequency of trips taken by 
consumers. This period saw the development of the term 'short-break market' for 
city-breaks which inevitably saw the increase in demand for 'cultural activities'. 
This is relevant to this study as heritage is a sub-set of cultural tourism. The third 
important change was the increase in long-haul travel within the mass market, 
during the mid-1990s which as implications for heritage tourism at archaeological 
sites in developing countries.
2.3.4 Origins of a Discipline
As a discipline in its own right, tourism was something of a late-developer 
considering how long tourism activities had been part of the fabric of society. 
However, it was the advent and the impacts of 'mass tourism' that sped up the 
development of the discipline of tourism. Up until the first tourism degree courses 
were validated in the US, the UK, and Canada in the late 1960s and the early 1970s, 
anthropologists, geographers, economists and business managers discussed tourism 
and these subject areas influenced the development of tourism curricula as a multi­
disciplinary subject. This process was not dissimilar to that undergone by 
archaeology in establishing itself as a discipline, some fifty years earlier. A common 
point shared by archaeology and tourism is the broad range of subject areas that 
informed their development as disciplines.
2.3.5 Origins as a Profession
As tourism established itself as an academic discipline it began to be recognised as a 
profession although at times it was hard-won. Influential academics from the 
disciplines linked to tourism enabled the profession to gain credence, as did the 
creation of tourism-specific government agencies and ministries to manage the 
growing tourism arrivals at destinations. As the industry grew and developed, 
further professional bodies were established both in national international contexts. 
The World Tourism Organisation was established in 1975 and in 1976 the WTO 
became an executing agency of the United Nations Development Programme 
(UNDP) and the following year a co-operation agreement was signed with the 
United Nations itself. It now has a membership is at 141 countries across the world 
and there are some 350 Affiliate Members, representing the private sector.
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educational institutions, tourism associations and local tourism authorities. A key 
role of the WTO from its inception to the present moment is the training and know­
how it offers to governments around the world developing or redesigning their 
tourism supply. Over the last ten years, tourism as an academic discipline has shed 
any 'Mickey-Mouse' image it suffered from and currently enjoys recognition as a 
profession. Most countries with a mature tourism industry have national 
professional bodies as well as national tourism organizations overseas. Over the last 
ten years in the West, and particularly in the UK, government acknowledgement of 
the need to develop a competitive service sector has afforded greater credibility to 
tourism as a profession.
2.3.6 Image
Tourism's image problems have been largely linked to it as an academic discipline. 
As an invisible export it is often misunderstood by governments and can cause 
operational difficulties, (Mathieson & Wall, 1982). The image problems have several 
dimensions and manifest themselves in different ways. In the incipient stages of 
their development, the discipline and the profession of tourism experienced the 
problem of not being considered 'serious' enough to deserve such titles. These 
perceptions probably stem from the activity of tourism, which is all about people 
enjoying themselves. Criticism that tourism does not merit its own body of 
knowledge, tend to confuse the fu n  o f the activity with the necessary analysis o f the 
activity in order for the activity to operate long-term. Tourism's image is deceptive 
and this image issue can be problematic for governments aiming to use tourism as a 
solution for economic crises. It is these governments who require clarification of the 
two faces of tourism and the complexities involved in establishing a viable tourism 
industry. Its 'outer face' makes it look as if tourism will bring fun and enjoyment 
and much-needed revenue, while the realities of unplarmed tourism development 
prove quite different.
2.3.7 Definitions
Tourism activity can be defined by three key characteristics: it is dynamic, inter­
active and growing (Cooper et a l, 1993). All three of these characteristics have major 
implications for planning and management and for the future development of 
tourism. The most commonly used definition is that of the 1994 World Tourism 
Organisation, (Cooper, et a l, 1998:8):
'The activities o f persons travelling to and staying in places outside their usual 
environment for not more than one consecutive year for leisure, business or other 
purposes.'
Tourism definitions, tike much of the research until the 1980s were demand-side 
driven, and so definitions of tourism centred on defining tourists. However, it was 
the 1990s that saw a shift toward a supply-side focus, which reflected the 
recognition of sustainable planning in tourism. During this period, significant 
progress was made in developing a consensus on definitions of tourism (Cooper et 
a l, 1998).
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Defining tourism by the demand and supply components is perhaps clearest way to 
explain tourism. Tourism is characterised by three key adjectives, it is dynamic, 
interactive and growing. (Cooper et al., 1993; Mathieson & Wall, 1982). It is a unique 
sector in that supply and demand meet in very concrete and real ways, 
differentiating it from aU other sectors. Although the level of inter-action between 
hosts and guests will depend on the type of tourism being undertaken (Flog, 1974) a 
minimum level of inter-action will be occur when tourism takes place, causing and 
sometimes, forcing a level of impact on a destination.
In terms of growth, over the last five decades, international travel arrivals (in 
volume) have grown at a phenomenal rate; from 25.2 million visitors in 1950 to
448.5 million in 1991, (Cooper et al., 1993) This tourist population explosion has 
consisted largely of north-south international visitor flow movements (Mathieson & 
Wall, 1982; Cooper et al., 1993). Table 2.1 below outlines the forecasts for world 
visitor flows and arrivals by continent over the next twenty-five years.
Average Annual M arket Share M arket Share 
Base Year Forecast Forecast Growth R ate (%) (%) (%)
1995 fo r  2010 fo r  2020 1995-2020 1995 2020
World 565.4 1,006.4 1,561.1 4.1 100 100
Africa 20.2 47.0 77.3 3.6 5.0
Americas 108.9 190.4 282.3 3.9 19.3 18.1
E. Asia & Pacific 81.4 195.2 397.2 6.5 14.4 25.4
Europe 338.4 527.3 717.0 3.0 59.8 45.9
Middle East 12.4 35.9 68.5 7.1 2.2 4.4
South Asia 4.2 10.6 18.8 6.2 0.7 1.2
Intra-Regional 464.1 790.9 1,183.3 3.8 82.1 75.8
Long-Haul 101.3 215.5 377.9 5.4 17.9 24.2
Table 2.1: Forecast of Inbound Tourism - International Tourist Arrivals (millions) by Tourist
Receiving Region (Intra-regional includes arrivals where country of origin is not 
specified. Long-Haul is defined as everything except intra-regional travel). Source: 
WTO, (2000).
2.3.8 Future Directions
There are major implications of the forecast growth of travel that are of direct 
relevance to archaeology and heritage tourism. The growth of tourism will mean 
that as more world areas fulfil the conditions for effective demand, more people 
than ever before will be travelling. Some of this demand may segment into demand 
for culture and this may include ancient culture in the form of archaeology. At 
present some demand for tourism to certain regions of the world is 'deferred' as the 
conditions there are perceived not to be safe or sufficiently developed. However, 
over time the political factors affecting these regions may change and these areas 
may develop further which in turn will make them possible destinations for
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2.4
2.4.1
effective demand. In other words, it is possible that regions that hold many cultural 
treasures but are not being visited at present will be open to tourism in the future.
Such changes in demand, such as frequency and duration of holidaymaking, may 
begin to be seen in what are currently known as the newly formed tourism 
generating regions, such as Eastern Europe. These regions are likely to follow a 
similar model of demand to the one that was experienced by the more developed 
countries between 1950 and 2000. In other words, greater demand for cultural 
tourism products may increase over time, and this has implications for archaeology 
and heritage tourism, (Maslow, 1959; Cooper et a l, 1998). The World Tourism 
Organisation has forecast that long-haul travel (see Table 2.1 above) will have 24.2% 
of the market share. This means that it is likely that less developed areas will receive 
more tourism, most significantly in the Middle East, East Asia and the Pacific and 
South Asia. It is also important to consider the significant impact that triple-decker 
aeroplanes will have on tourism demand.
The trend for high quality tourism supply is set to continue (WTO, 2000) and this 
has implications for all destinations, but particularly for fragile coastal and natural 
areas as well as cultural destinations already experiencing capacity issues. The 
forecast increase in tourism demand makes the need for quality an operational 
issue. Moreover as tourists mature, so do their expectations. In relation to the type 
of tourism at the heart of this study, this means that the development of appropriate 
interpretation will become increasingly important. This is particularly important as 
the niche market for heritage tourism is also forecast to increase.
Memory 
Introduction
Memory connects tourism and archaeology as shown in Figure 2.4 as the past and 
memory play a vital role in both these subject areas. This section explores the 
relationships between memory and travel, histories and museums and finally, the 
relationship between memory and archaeology is discussed.
Memory
Time
Heritage
Humanity
Holidays
Culture
Archaeology
Tourism
Figure 2.4: Memory Connects Archaeology & Tourism.
Memory is a distinguishing feature of humanity, in a sense making it the universal 
heritage, something that we aU inherit whatever the accident of our birth. Memory
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is inextricably bound up with identity. When memory is lost, through the 
experience of amnesia or the onset of dementia or degenerative conditions, identity 
is also lost, together with memory of external reference points, so that navigating in 
the outer and inner worlds of personal memory become impossible.
The understanding of what constitutes human memory has evolved over time from 
being a static repository or storehouse of experiences towards a more dynamic 
process characterised not only for its potential reliability but its possible lapses and 
unreliability (Alcock, 2002). In the wake of modernity, memory has taken on a new 
importance. Rescuing and celebrating collective memory has become a twentieth 
century pursuit, while for Urry (1990) such faith in nostalgia actually engulfs the 
experience of revisiting the past. The increased popularity of heritage in recent 
times is discussed more fully in the following chapter.
2.4.2 Memory^ Travel, Holiday-Making & Memories
Memory is paramount in tourism and travel because of the nature of time and its 
effects on the human condition. Of all the types of tourism, 'heritage tourism' is the 
one most directly bound up with memory, as Richter (2002:109) states,
'Heritage tourism also goes to the core o f what constitutes our collective -political
memory, our national identity.'
In general, our travel and holiday experiences are strongly linked together. Due to 
the intangible characteristics of service products, much is invested on behalf of the 
industry in image. Memory plays a key role in all three stages of the holiday 
experience; in the pre-holiday, the actual holiday experience, and post-holiday 
(Cooper, 1993) but particularly in this last stage. It is no coincidence that the 
photographic industry emphasises that cameras can capture moments forever and 
that sales of film and cameras rise during traditional holiday periods, revealing the 
desire to save special memories from the free-flow of time. Photographs and 
souvenirs are the only thing the traveller may have to show for the holiday 
experience (Mintel, 2002).
Holiday or leisure planning is considered to be one of life's pleasures as it provides 
anticipation about future enjoyment. Destinations become imagined (de Botton, 
2002) according to stereotypes, general knowledge, and previous memories of the 
place or accounts from others. When we imagine ourselves on holiday, we are prone 
also to simplify and select only the attractive elements of the experience. We may 
run a soundtrack and a collage of images in our minds, in which boredom, routine 
and drudgery never feature, (de Botton, 2002). The fantasy that our holiday at a 
particular location will allow us to escape from all that is tedious is not a new one. 
Baudelaire's poem. Le Voyage (Starkie, 1959) captures this wish fulfilment but the 
poem also reveals that travel cannot eliminate tedium as we carry our lives with us 
on holiday. With the emotion of anticipation, there is its counterpart, 
disappointment. A holiday can result in either positive or negative memories, 
depending on the quality of the time experienced there, or it can be a combination of
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good and bad. It is important to remember that the factors that make up the quality 
of the experience are not always directly connected with the tourism products or 
services. Swarbrooke (1995) lists arguments with travelling companions, difficult 
journeys to the site and bad weather, to name but a few of the reasons that may 
colour visitors' memories of a day trip, however good the attraction itself. Pre-visit 
experiences have an impact on the receptivity of the visitor to the site, destination or 
attraction. As such, they may too have a bearing the evaluation of the experience, 
and an impact on the post-visit stage, on the memories of the day. Some research on 
visits to attractions (Annis, 1987; Kavanagh, 1998) highlights how present concerns 
absorb a large amount of visitor attention while strolling around a gallery or a 
museum and as such there are at least two spaces being occupied by visitors. There 
is the inner-reality (what is going on in their head) over which the destination 
management has little control, and the outer-reality (the quality of products and 
services and facilities) over which the destination has much more control. Kavanagh 
(1998:2) expresses it thus:
'The content o f such memories can have as much to do with social aspects o f the 
visit, for example whether the coffee in the museum café was cold, the car broke 
down on the way back or a child was misplaced, as with the brilliant innovation (or 
dullness) o f the exhibitions.'
In this way, and with regard to this particular study, it is important to note that 
satisfaction with the visit at Ollantaytambo, as discussed in Chapter 6 on the 
research methodology, may not only have to do with the site or the quality of the 
guide. There are other factors that have a strong bearing on satisfaction with the 
guide and with the visit, (Quiroga, 1990; Geva & Goldman, 1991; Ryan, 1995). 
Holidays usually elicit positive or negative memories, but rarely neutral ones, as 
perception, which plays a large part in the holiday experience, is rarely neutral. 
Kotler (1991:176) explains perception, quoting (Berelson & Steiner, 1964:88),
'Perception is defined as 'the process by which an individual selects, organises and 
interprets information inputs to create a meaningful picture o f the world.'
Due to the fact that service products are characterised by inseparability, 
intangibility, variability and labour intensity (Kotler, 1991) the holiday experience 
unfurls in the present in a 'live' manner. All the while the present tense is compared 
to the expectations that the visitors had formed in the past during the pre-journey 
stage, when planning and anticipating the trip.
2.4.3 Memory, Meaning & Satisfaction
The role of memory in tourism and travel is closely linked to the search for meaning 
through travel. It could be argued that the role of meaning is more of an issue for 
cultural tourism and not as relevant, for example, in shopping or beach tourism. 
However all trips as Urry (1990:3) suggests are, '...constructed through signs, and 
tourism involves the collection o f signs'. All tourism experiences require that the 'signs' 
involved are understood by the tourist, if the trip is to be meaningful, which ensures
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visitor satisfaction. Markwell & Weiler (1998:106) writing on the importance of 
quality interpretation, discuss the relationship between the experience and the 
visitors' expectations:
'The presumed objective o f the typical tourist experience, whether guided or 
independent, is visitor satisfaction, usually achieved by conforming to the visitors 
existing set o f values, attitudes and behaviours. '
Perhaps it is fair to suggest that cultural tourism requires more deconstructing of 
codes and signifiers than other types of tourism. While all tourism (the process of 
being a tourist) involves a collection of signs, understanding a cultural site may 
require specialist knowledge (the content of this type of tourism). If we cannot 
decode the signs of a particular 'universe' and make sense of it, it is likely that our 
satisfaction from it will be decreased. This is how the role of interpretation becomes 
clear as Markwell & Weiler (1998:105) express:
'....the use o f interpretation, that is the art o f engaging and involving the visitor in 
the delivery o f this information, is what makes the tour meaningful and therefore 
memorable. '
Figure 2.5 shows the journey from visitor experience to the visit yielding meaning, 
together with the variables that support a positive memory or a negative memory of 
the experience. It is the satisfaction of different elements that the visitor is expecting 
to have satisfied that differentiates a positive holiday experience from a negative 
positive. Satisfaction of value for money may be a key objective for a shopping 
holiday. Satisfaction of curiosity may be the driving aim of a cultural trip. These 
different types of satisfaction are important as once these needs are met, the holiday 
experience can take on meaning and therefore will become memorable in a positive
sense.
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Figure 2.5: Relationship between Experience, Evaluation & Memory & the Power of Access to 
Understanding the Visited World and the Possible Effect on Destination Image.
2.4.4 Tourism Promotion as 'Received' Memory
Memory in the travel and tourism business also works as 'received' memory. The 
use of images of world monuments that have become major tourist attractions 
creates a bank of images with which we become familiar through the power of 
repetition. Therefore, images of the Great Wall of China, of Machu Picchu, the San 
Francisco Bridge and the Sydney Opera House may be instantly recognisable to
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those who have never travelled there. This type of memory is the effect of external 
images being repeated to us, courtesy of direct advertising from the industry 
(brochures) or indirectly (postcards, posters) by its derivative industries. In this 
way, the repetition of external images becomes internalised. So that when we 
eventually travel to China and see the Great Wall for ourselves, a 'Velcro' effect 
occurs between the external images we have held in our memory and the experience 
of seeing the image of the real monument in front of our eyes. In other words, what 
was out there (in the external world) is now in here (in our life experience). The 
transition is from external and impersonal to internal and personal. It is in these 
moments that history and geography link up with our personal stories and our 
travels. In a sense, we have hooked up our lives to the life of a place and a time 
making our microcosm slot into the macrocosm.
2.4.5 Histories, Museums & Memory
Another point of connection between tourism and archaeology is the museum. The 
changing role of the museum in society over the last one hundred and fifty years is a 
story that mirrors the development of tourism over time (Horn, 1984). A 
comprehensive review of the literature of museum studies is not within the scope of 
this study, though due to the salient links with heritage tourism, interpretation and 
archaeology, relevant points are raised in this section. Uzzell (1998:16) writes on the 
subject of personal memories and collective representations:
A s elderly people walk through museums and interpretive centres , ..heritage sites 
and museums are not necessarily ju st places for the reconstruction o f memories, 
but also settings where visitors come to negotiate cultural meaning.'
According to Annis (1987) museums contain three forms of symbolic space, the 
cognitive space, the social space and the dream space. These three spaces intertwine 
for visitors to exhibitions and during the course of our visit are interchangeble. The 
cognitive space is where the intellectual and formal provision of the museum is 
found and traditionally where the emphasis was placed when planning exhibitions. 
However, the social space is linked to how visitors engage, both with the exhibits 
and with their co-visitors. The dream space refers to the way that whole experience, 
the architecture of the building, the exhibit style, will affect visitors' mood.
The three spaces that Annis states that operate within museums work on different 
levels of our consciousness. James (1998:59) writing in the context of visiting historic 
houses writes on the power of place to stimulate the subconscious and imagination:
'The fundamental thing is that people are identifying with the inhabitants o f 
yesteryear, imaginatively and unconsciously experiencing the common thread that 
links us with our past, present and fu ture .'
This links directly to interpretation and the importance of creating narratives which 
interest the public to seek answers to their questions about the place. Indeed, 
successful interpretation (Machlis, 1984; Mark & Wheeler, 1998; Uzzell, 1998)
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encompasses Annis' three spaces, but gives primacy to the affective over the 
cognitive. To use Annis' terms, it suggests that the social and dream spaces are more 
useful to interpretative aims than the cognitive space on its own. Writing about 
heritage sites such as battlefields, Uzzell explores how memory changes from 
personal to social or from individual to collective depending on the type of visitor. 
For those visitors who served in the battles and survived, their stories are also 
history with a capital H, while younger visitors, the battle site is just History. In this 
light, Uzzell (1998) suggest that museums and visitor centres can provide memory- 
triggers and as such, can be forums for reflection and personal development. Uzzell 
also (1998) argues for interpretation to go further and to allow personal and social 
memory (history and History) to blend together so that the visitor may be put at the 
centre of the Visitor experience'.
Memory in this context is a dynamic and organic process, which unlike a 
photograph can change and grow according to new information. In relation to 
interpretation at archaeological sites, entertaining this approach to memory and 
history will provide a pluralistic and open narrative where more questions are 
raised than can ever be answered. Laenen (1986: 14) argues, The challenge lies in 
devising ways o f bridging the gap between past and present. '
This bridge is particularly important in heritage tourism, as heritage tourists are 
often in search of this link, consciously or not. Acceptance of interpretation's 
usefulness in practice and its seriousness as a discipline is no longer a problem 
within the context of more developed world areas. As Uzzell (1998) points out, the 
debate needs to move on from whether to interpret to how and to what end? He 
comments that the traditional cognitive focus of interpretion needs to expand into 
the affective and behavourial areas, which are not dissimilar from Annis' (1987) 
social and dream spaces. Interpretation's roots are in the conservation movement 
and the discipline's development has been shaped by psychology and studies of 
attitude and behaviour change. It is important to inculcate the conservation message 
into visitors of national parks, both in order to ensure their visit is not harmful and 
to allow them to take spread the conservation message in the post-holiday stage. 
Uzzell continues by stating:
T f emotional and behavioural considerations are essential to attitude formation and 
change, then any interpretation which excludes these dimensions is less likely to be 
effective. Affective responses are, o f course, no less relevant to the interpretation of 
our planet's fu ture in respect o f both ecological destruction and conservation.'
2.4.6 Memory & Archaeology
However disingenuous it may appear to state that memory plays a central, and even 
vital, role in archaeology, it is an important link to establish. To some extent 
archaeology is linked to works that were almost wholly about memory and 
commemoration, (Shanks, 1992). The monuments that are excavated by 
archaeologists were created so that a culture would be remembered. The 
archaeologist's purpose is to rescue and recover the memory of a culture so that it
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may be added to that collective storehouse of humanity's on-going history, the 
social memory. However, there are many stories to tell about several hundreds of 
world cultures, many of which are still being unearthed.
Moreover, not only are there great volumes of stories to be rediscovered and 
remembered but there is amnesia too. There are some stories, some parts of history 
or cultures that wül not be remembered, due to the destruction of their material 
remains by a more dominant culture. The ruins of any monument could be 
compared to the hazy short-term memories of the ageing, as the less concrete 
evidence there is, the harder it is for archaeologists to decipher clues. The material 
remains of the past, the monuments of ancient history, are a tangible reminder of 
their existence; an external commemoration of a time, a place, a people and their 
belief systems and values.
2.4.7 Monuments, Landscape & Memory
According to Rowlands (1993:144) the physical presence of monuments, as opposed 
to landscapes, is what creates the:
'... link between past, present and fu ture is made through their materiality. Objects 
o f a durable kind assert their own memories, their own form s o f commentary and 
therefore come to possess their own personal trajectories. '
This is what monuments provide for archaeologists, a kind of visible, tangible aide- 
memoir. The relationship between monuments, landscapes and memories is one of 
change and constancy. However, the memories that monuments evoke change over 
time. In part, this is due to the interpretation that is officially given to a place, in 
other words, who is getting to tell the story about the place. The politics of 
archaeology are linked to the issue of interpretation. Alcock uses Stonehenge and 
Masada in Israel as examples of monuments that in their lifetime undergo 
'revolutions in meaning'. Alcock claims that these monuments have become 
symbols of British and Israeli society, though perhaps it is more correct to say that 
they are representations of nationhood. Alcock (2002:29) describes the knotty issue 
of memory in archaeology, which has major implications for heritage tourism:
'Stonehenge and Masada ... are also repeatedly invoked in bitterly divisive political 
battles, battles which directly implicate the practice and presentation of 
archaeology.
It is the role of interpreters to provide high context narratives that present the public 
with a broad understanding of the issues surrounding the monument and 
landscape, while resisting the temptation to oversimplify the complexities.
2.4.8 How Memories Get Remembered
Lefebvre (1991:222) discusses the pluralistic ways for monuments to be interpreted:
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'A  monumental work, like a musical one. ..has a horizon o f meanings: a specific or 
indefinite multiplicity o f meanings, a shifting hierarchy in which now one, now 
another meaning comes momentarily to the fore, by means o f -  and for the sake o f-  
a particular action. '
On this topic. Shanks (1992:64) questions the objectivity of archaeology's 'look' at 
the past and the memories that the material culture of the past has left behind.' 
Shanks (1992) concludes that the past literally cannot get a word in edgeways since 
it is 'dead and blind' and that the look the archaeologist casts on it is the 'one-way 
look'. In the absence of a possible conversation with the past, this look is accepted 
by the discipline as the way to proceed with investigation. And yet the fact remains 
as Shanks (1992) and Alcock (2002) uphold, that even though the past cannot speak 
its memories, these resound and resonate in different ways for different on-lookers. 
In this way, memories, and subsequent meanings, are in the eye of the onlooker. We 
cannot actually converse with the past, but we can do so in the imagination and with 
visitors in the present. In this way, it is possible to revive dialogue and 
contemplation about the possible meanings of past cultures and the meaning that 
the architects of their monuments were hoping to transmit.
The relationship between each on-looker and a particular monument needs to be 
honoured and allowed to flourish, while being balanced with the need for a formal 
interpretation of the site. There are informal (and often internal) dialogues between 
site and visitor and the silence does not diminish the importance of the 
conversation. Instead it means that there is more resonance of the feelings that to 
use Annis' (1998) term, arise in these 'dream spaces'. More dynamic ways of 
interpreting a site (Uzzell, 1998) involve putting the visitors at the centre of the focus 
and presenting exhibits and interpretative material in such a way that dialogue is 
stimulated between visitors. On another level, there is a crucial need for dialogue to 
be present with the current stakeholders of a site when interpretation plans are 
developed. Alcock (2002) expresses that a two-way dialogue between the visitor 
and a site is highly individual.
Even if the past is 'dead and blind' in so much as it cannot look or answer back 
when 'incorrect' meanings are ascribed to it, it is alive with the resonances that so 
concern Shanks (1992) and the increasing number of tourists attracted to ancient 
heritage. Our interest in collective and social memory is said to be at its peak 
(Ritcher, 2002) and our responses to these places, as individuals, above and beyond 
both what their creators were hoping to get across (all those hundreds and 
thousands of years ago) and the official interpretations ascribed to them (much 
more recently in time) are equally important. Alcock (2002:30) understanding 
Levfebre's (1991:222) work cited above, expresses this:
'To pu t it another way, different audiences -  with their own expectations, needs, or 
knowledge -  bring different experiences to bear on the viewing o f any monum ent.'
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2.4.9 What Gets Remembered and Why?
The question of what is worthy of being remembered is an important issue in 
archaeology and heritage interpretation. The maintenance of certain memories and 
the destruction of others by the destruction of certain monuments to obliterate the 
memory of a culture's existence are fundamental issues when discussing memory 
and archaeology. The importance of developing a 'sense o f place' (Basso and Feld, 
1996) has been researched and the affective ties between a place and its people is 
intimately bound up with memory and identity. It is for this reason that imposed 
changes in what meaning a place has, be it a landscape or a monument, elicits fierce 
responses, as in reality what is being opposed is meddling with identity. As Alcock 
highlights (1993:3) with reference to Greece's Hellenist and Roman heritages:
'The appearance o f the present-day Acropolis m ust also be taken, however, as a 
result o f a battle over social memory; it represents a struggle for control over a 
highly memorable space. The loser, characteristically, becomes invisible.'
And to be invisible, of course, is to not be remembered. On the political nature of 
archaeology, Childe (1987:360) states:
'O f course archaeology is political — like any science that affects how people see the 
world and their place in it — but it does not follow that archaeology is primarily 
politics, or that partisan political action should be a major role for world 
archaeological congress.'
2.5 The Past, Archaeology & Tourism
2.5.1 Introduction
There are obvious links between the past, archaeology and tourism as the remains of 
the past form the basis for tourism products in the present. Yet what of these links? 
How can the past be understood whether on holiday or a local day-trip? What 
relevance can archaeology have for our modem lives and how can this relevance be 
communicated? For archaeology the past is especially problematic. Shanks & Tilley, 
(1987a). How can the archaeologist reach back and rescue the past in such a way 
that is correct, authentic' and meaningful for the present? Moreover, as humans we 
have a contradictory and complex relationship with the past. We cannot live in the
past, literally, yet due to the faculty of memory we can be transported (unbidden
involuntary memory), or take ourselves back to the past by actively recalling certain 
events, (voluntary selection and recall). This is linked directly to the question of 
time. Shanks & Tilley (1987:119) suggest:
'Most o f the human past is the province o f archaeology: vast stretches o f time. Yet 
there is virtually no discussion o f time in archaeology. It is assumed as an 
unproblematic dimension. '
Shanks & Tilley (1987:7) spell this out further, expressing it as a problem that needs 
to be addressed by the discipline of archaeology:
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'Time is central to archaeology. It constitutes the major problem o f interpretation 
and yet it is the reason for the discipline's existence. By definition the past cannot 
be present and yet the traces o f the past surround us. The past is both completed 
and still living.'
The problems of the past. Shanks & Tilley (1987a:8) suggest, have created the need 
for archaeology to become part of their solution:
The basic problems are:
1. how to observe the traces o f the past objectively;
2. how to bridge the distance between the traces in the present and their 
social origin in the past;
3. what to do about the destruction and disappearance o f the traces o f the 
past;
4. why these problems are worth posing and considering anyway. '
The second problem cited above emerges as the heart of this study. In other words, 
this is not only a problem which the archaeologists experience but also those visiting 
sites and those responsible for interpreting archaeological finds to the public. 
Shanks & Tilley (1987a:8) outline the solution so far devised to the above problems:
'There is a consensus in archaeology as to how to observe the traces the past has left 
behind -  [...]. There is much less agreement about the route from  present to past 
and [...]..., about the interpretation or explanation o f the archaeological record.'
A  dichotomy emerges between 'doing' and 'thinking about' archaeology. The 'doing 
of archaeology' provides an objective method that is teachable and may be 
transferred around the world, though this is not problem-free. This is the more 
scientific element of archaeology, experiments that are repeatable according to a 
method. The 'thinking about' archaeology however, is the more subjective, tricky 
and much more problematic part of the activity, since this is subject to opinion and 
human bias. Moreover, standardising how archaeology and the past are thought 
about around the world is not possible. Reflections will be shaped by local histories 
and local versions of a regional past.
The theory of museum studies aims to save and rescue the past and yet this often 
results (Merriman, 1991) in the past being hijacked from the present and becoming 
lost. Shanks and Tilley (1987a:12) discuss the advantages of, 'humanities-trained 
archaeologists' who may imbue their work with more empathy and a longing for 
dialogue with the past by getting beyond the objects and to the essence of a culture. 
In a similar way to how a heritage tourist may wish to contact with a certain part of 
the past and feel the presence of an ancient culture. Shanks's (1998:58) views on the 
relationship of tourism and archaeology are as follows:
'There is an escapist attraction to archaeology ... with the exotic and mysterious 
taking us away from  the commonplace. Archaeology can ... accompany the tourist: 
journeys to landscapes steeped in history, archaeological sites... [..]...great reliance 
is placed on myths and the mysterious, folklore and fascination. These supply the
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2.5.2
attraction, [...] The fascination, the attraction is spell-binding; it is an entry into 
m yth and magic.... In a similar way to how some places have become 'worthy of 
remembering', some have become 'worth visiting.' These places have survived 
across time, sometimes across millennia and many competing cultures, and now 
fin d  themselves on the tourism map.
The transporting power of archaeology is part of the appeal for heritage tourists 
who consciously or not, wish for this contact of 'otherness' (Shanks 1992). Shanks is 
right about the fascination element although travel promises entry into myth and 
magic it does not always deliver and inappropriate interpretation is part of the 
reason. If the meanings of a site remain inaccessible to the visitor, as Figure 2.5 
outlines, the tourist gaze (Urry, 1990) can turn to a frustrated frown as it is 
confronted with a closed door. In order for the signs of myth and magic to be 
decoded, there is a need for a trained guide to ease the passage to the unknown. In 
short, the skilled guide has the potential to act as a portal to this exciting 'other' 
world of the past.
Archaeology & Tourism: A Relationship Still Under Strain
Despite the origins and development of both disciplines sharing some commonality, 
the relationship between tourism and archaeology in many world areas is still tense 
and characterised by mistrust, which is particularly true for developing areas. This 
tension is a result of the tug-of-war between resource conservation (archaeology) 
and resource exploitation (tourism). In the realm of heritage tourism at 
archaeological sites, this tension manifests in questions not only of access, but also 
of visitor control and management. Figure 2.6 compares the values and opinions of 
archaeologists and tourism professionals, which differ quite radically, causing 
strain.
ARCHAEOLOGISTS TOURISM INDUSTRY
VALUES
OBJECTIVES
Priorities:
Excavation
Conservation
Interpretation
Authenticity TOURISM
PRODUCTS
Priorities:
Use & Marketing 
Site Differentiation 
Competition 
Profit
Figure 2.6: Differences between the Values and Objectives of Archaeologists & Tourism
Professionals Despite the Use of Heritage Sites as Tourism Products. Adapted from 
Jansen-Verbeke & Lievoi, (2002).
McKercher & du Gros (2002: xi) writing on their experience of the quality of the 
partnership between the two areas, state that:
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Tn our journeys around the world over the past number o f years, we have been 
continually amazed that cultural tourism and cultural heritage management 
(CHM) operate as parallel activities in most places, with remarkably little dialogue 
between the two. This fact remains even though CH M  professionals and the 
tourism industry have mutual interests in the management, conservation, and 
presentation o f cultural and heritage assets. Instead o f working together to produce 
truly outstanding products, this historic isolation results in cultural tourism that 
is poorly provided for and executed.'
In the light of growing interest of heritage tourism at archaeological sites, and the 
need for archaeology to create new sources of funding (Shanks & Tilley, 1989), the 
development of a working relationship between archaeology and tourism is 
inevitable. However, the quality of the contact is the less obvious part of this 
relationship. The quality of the relationship will depend upon several factors, and 
one key factor will be the type of external environment involved. In developing 
areas of the world, where heritage management is largely traditional in style, the 
relationship is likely to be characterised by ever-greater tension. In more developed 
areas of the world, where the heritage management is largely modem in style, the 
quality of the relationship is likely to be characterised by more proximity and 
integration between the relevant bodies.
The relationship wiU improve if acceptance of the interdependence between 
archaeology and tourism exists. This wiU lead to a desire to achieve integration 
between the bodies representing both tourism and archaeology. In Peru, tourism 
relies just as much on archaeology as it does on nature, because the majority of 
visitors come for the spectacular sites (Pacific Consultants International, 1999). 
Despite the clear importance of this relationship and of the mutual need, the 
relationship between tourism and archaeology in Peru has not been an easy one, 
though with the appointment of the internationally renowned archaeologist, Luis 
Lumbreras as the head of the INC, this may well develop more positively in the 
near future. It is a similar story in many less developed areas of the world where 
traditional heritage management prevails as opposed to integrated heritage 
management.
Where the archaeology-tourism relationship is not a fruitful one, it could be 
compared to a classic 'personality clash' between work colleagues. A portrait could 
be drawn to highlight the extent of their differences by caricaturizing archaeology as 
a parsimonious introvert with a greying beard and tourism as young bubbly 
extrovert who loves money, whatever the costs of making it. As they must continue 
to work together they will need to look to strategic interpretation as a mediator with 
the potential to save this difficult but important relationship.
35
2.5.3 The Meaning of Interpretation for Archaeology & Tourism
Technically, the word interpretation has different meanings for both tourism and 
archaeology, adding to the problems that already exist between the two activities. 
Shanks & Tilley (1987:22) explain the wider meaning of interpretation in the post­
modern 'new' archaeology era. This definition, though not encompassing the 
strategic planning aspect of the word for tourism professionals, goes a long way to 
bridge the distance between the disciplines,
'. ..Interpretation is an act o f appropriation o f the past which renders the past 
contemporary and yet confronts the difference, the otherness.'
This is similar to Cohen's (1985:10) view on this topic in the context of tourism,
'....transcultural interpretation takes the form  o f translation o f the strangeness o f a 
foreign culture into a cultural idiom familiar to the visitors.'
Interpretation for archaeologists is also about making sense of the past and yet as 
Shanks & Tilley (1987a: 21) have coined, there is the 'always-already there problem of 
the past'. They highlight the importance to acknowledge that all interpretation is just 
that, an interpretation of many other possible interpretations:
'The interpreting archaeologist fills gaps in the past, but these gaps are always 
already there. Like a metaphor the past requires interpretation. There can be no 
coherent justification for an archaeology which fails to take this into account.'
The move away from presenting interpretations of the past as 'real', will take time 
to develop. At present, interpretation in archaeology, according to Shanks & Tilley 
(1987a) is not the process that it ought to be, given its links to such dynamic topics 
as time, memory and imagination. Archaeology's role is to rediscover the past and 
interpret it in such as way as that the past can be entertained not as singular but in 
its plurality, allowing the various, often conflicting versions of it to be presented. In 
this way, it may be able to help bring about the 'self-understanding' Shanks & Tilly 
(1987a:22) mention, that is often aspired to with travel experiences. Shanks & Tilley 
(1987a:245) present core proposals for archaeology to be an exercise in reflective 
interpretation:
'.... What is required is a radical pluralism, a pluralism which recognises that there 
are multiple pasts produced actively in accordance with ethnic, cultural, social and 
political views, orientations and beliefs. '
Such an approach to interpreting the past by archaeologists could be named as post­
post modem. Such quality of reflection from within the discipline could be the next 
stage of its development. This holds implications tourists and the managers of 
heritage sites around the world, but most immediately for those operating in more 
developed countries. In countries where the relationship between tourism and 
archaeology is older, it tends to be more mature as time has allowed the parties to 
see the other not as a threat, but as an opportunity. McArthur & Hall (1996) express
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the importance of developing an integrated approach to heritage management if the 
resources themselves are to survive the pressures of increasing visitor numbers. In 
this light, the outcome of protecting the built heritage needs to be the shared goal of 
the organisations involved in tourism development and archaeology conservation.
2.6 Conclusion
This chapter has outlined the origins and development of both archaeology and 
tourism over time. It has introduced the key areas of both common ground and 
conflict between them. The subject of memory was discussed as a key point of 
connection. Several aspects of memory were explored in relation to travel 
experiences, heritage tourism, and archaeology itself. The need for a deeper and 
more inter-dependent relationship between archaeology and tourism is highlighted 
as central to the future sustainability of heritage tourism at archaeological sites. The 
use of interpretation for visitor management emerges as central for the archaeology- 
tourism relationship to flourish. Interpretation can be a mediator between the two 
and if used appropriately, it can deliver both imaginative and powerful messages 
about the meaning and relevance of the ancient past for a contemporary post­
modern society. It can help change visitor behaviour in positive ways and allow the 
conservation message to be disseminated. The next chapter focuses on heritage 
tourism and interpretation.
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Chapter 3
Heritage & Interpretation
3.1 Introduction
This chapter explores heritage and cultural tourism and discusses the role of 
interpretation as a strategic planning tool for heritage management. It is through 
appropriate interpretation that the polarised positions from tourism and 
conservation professionals can reach common ground and realise the inter­
connected nature of their separate realms as interest in cultural tourism increases. 
The role of interpretation as a buffer between tourism and heritage is explored, as is 
its role in developing a closer relationship between the disciplines of archaeology 
and tourism. Interpretation emerges as a fundamental tool for managing heritage 
tourism in an integrated manner. The potential for interpretation to be for 
conservation is discussed and its potential to be a cornerstone in community 
building emerges.
3.2 Heritage
3.2.1 What is 'heritage'?
One of the big questions that has fuelled the writing generated on this topic 
concerns what constitutes heritage, (Baker, 1988; Prentice, 1993; Richter, 2002; 
Harrison, 1984). There are complexities involved in describing heritage as a concept 
on its own but when combined with tourism these seem to increase. The 
International Committee for Monuments and Sites (ICOMOS, 1999:1) have 
developed a definition of heritage which demonstrates the breadth of its 
manifestations:
'Heritage is a broad concept and includes the natural as well as the cultural 
environment. It encompasses landscapes, historic places, sites and built 
environments, as well as bio-diversity, ... knowledge and living experiences.'
This is relevant for visitors at archaeological sites, as these are often surrounded by 
spectacular landscapes and human heritage also requiring management, (Hall .& 
McArthur, 1996). Dictionary definitions encompass the wider implications of 
heritage but this poses the question that if everything is 'heritage' as defined above, 
then how do we ascribe value to 'everything'? Relative values and absolute values 
of our heritage are a key concern in the literature, and in particular the issue of who 
is doing the valuing is central, as these questions can never be free of value 
judgements. It is a Pandora's box of endless points of view and contention and 
Ritcher (2002) makes the point that, 'Heritage tourism also goes to the core o f what 
constitutes our collective political memory, our national identity.' The heritage we choose 
to remember reveals important values, as Baker (1988:142) writes:
38
'According to the West German novelist Heinrich Boell, "It is possible to tell the 
hum anity o f a country by looking at what has been thrown away, neglected, so 
lacking in poetry not to be considered worthy o f preservation (1965).'
Indeed, what a society at any given point considers worthy of conservation is 
directly linked to what it wants its heritage to be. Figure 3.1 shows the complex 
relationships and multi-faceted dimensions of heritage.
Economic Social
• Tourism & recreation • Community values
• Visitor spending ^  1 • Cultural significance
• Flow-on effects ^  1 • Sense of place
• Sponsorship
• User-Pays
• Religious sites
Ài
\ Cultural /
ài
HERITAGE
^r
Natural \ ▼
Political Scientific
• National symbols • Gene Pool
• Heritage ownership • Rare & Endangered Species
• Indigenous significance • Historical Evidence
• Institutional arrangements
Figure 3.1: The C om plex R elationship between D ifferen t T ypes o f  H eritage and Their Significance.
Source: H all &  M cA rth u r (1996:7).
3.2.2 Heritage Meanings
Heritage, like memory, is inextricably bound up with the past and according to the 
psychiatrist Oliver James (1998:59) its key meaning is to give, 'people and communities 
a genuine sense o f connection with the past.' According to James, claiming a past is an 
important critical part of our mental wellbeing as human beings. He cites the higher 
incidences of mental health amongst immigrants as their sense of belonging may 
have been severed or compromised. The relationship between heritage and tourism 
is not dissimilar to the relationship between archaeology and tourism, complex and 
often conflicting. While heritage embodies the traditional and the ancient, tourism 
embodies the new and the post-modern. In the context of a post-modern society, 
heritage has increasingly been used by the tourism industry and from this, 'heritage 
tourism' developed as a branch of 'cultural' tourism.
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3.2.3 Heritage Classifications
In an attempt to order the many types of inheritances of world regions, official 
bodies such as United Nations have created relevant conventions (Nuryanti, 
1996:251). The United Nations World Heritage Convention Concerning Protection of 
the World Cultural and Natural Heritage, states that there are three components of 
heritage; natural, cultural or mixed, (World Heritage List, 2003). Other 
categorisations have been attempted specifically around built heritage and in more 
detail by Prentice (1993) who attempts an integrated approach to the word, 
reflecting how visitors experience the different categories of heritage.
3.2.4 Heritage Tourism & Heritage Tourists
The term heritage tourism is close in meaning to that of cultural tourism, though 
defining the differences has not proved simple. For some writers, heritage tourism is 
only bound up with the built environment (the man-made attractions) while for 
others it extends to the natural environment. Tassell and Tassell (1990) argue that 
since we also inherit gardens, areas of outstanding beauty and landscapes such as 
wildernesses, these should also be deemed as heritage. Prentice (1993) and Richards 
(1996) argue that the uppermost consideration in heritage tourism is the search for 
something that links the past and the present, whether it is natural or cultural 
heritage. This link is inextricably linked to nostalgia, for a range of reasons from 
sentimentality to a longing for the imagined wholeness of pre-industrialised 
societies. According to Nuryanti (1996:255) heritage tourism is a special interest 
sector within the market, which seems to be substantiated by the growth in 
attractions with a specific heritage theme, (English Tourism Council, 2001). Prentice 
(1993) states that the market for heritage tourism is mixed and composed of five 
main groups which he cites as; educated visitors, professionals, families or groups, 
school-children and nostalgia-seekers. While the literature outlines some of the 
motivation for cultural and heritage tourism (MacCannell, 1989; McKercher & 
Cross, 2002; Prentice, 1993) less has been written about the actual profiles of heritage 
tourists. Similar to the Grand Tour tourists, heritage tourists in the modem day are 
known to be from the higher socio-economic classes (Prentice, 1993). Yet Prentice 
(1993:51) comments on the scarcity of knowledge about heritage tourists, 'TTz/s might 
be thought surprising in view of...the importance o f a knowledge ... o f these tourists for  
successful marketing and promotion. '
As Jansen-Verbeke & Lievois (2002) point out, the profile of the cultural tourist is 
not clear due to a lack of research in this area. Still less is known about the profile of 
the heritage tourist, despite increasing volumes of visitor flows to heritage places. 
Herbert (1995) understands the increase in demand for such travel to be due to a 
shift in motivation patterns reflecting an increase in desire to understand other 
cultures, to see life anew from different perspectives. Jansen-Verbeke & Lievois 
(2002), write of tourists in a European urban context and question whether the trend 
will establish itself over time. Therefore, while it is clear that heritage tourists are 
not dissimilar to cultural tourists in terms of some identifiable motivants, there is a 
lack of clarity of what specific benefits are being sought by heritage tourists. This
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has implications for the measurement of satisfaction of heritage tourists and visitors. 
The relationship between the broader classification of cultural tourism and heritage 
tourism and its different physical manifestations is shown below in Figure 3.2. The 
two-way arrows between the different types of heritage denote the inter-relatedness 
of these.
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Figure 3.2: The P lace o f  H eritage Tourism  W ith in  the Broad C lassification  o f  C u ltura l Tourism
3.3 Cultural Tourism
Cultural tourism is a term used to describe a range of tourism products that draw 
either directly or indirectly from a region's or a country's culture (Cooper et a l, 
1993). Cultural tourism is a large classification under which are housed various 
activities, rather like a Russian doll. It is used to describe tourism undertaken in 
historic cities, (incorporating the built environment), such as churches, cathedrals, 
museums, galleries (but also extending to the human environment), such as people, 
language, customs and food. While cultural tourism encompasses both intangible
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and tangible features, heritage tourism is more directly linked to the tangible built 
environment.
The 1982 Mexico International Tourism Conference definition of the 'cultural 
tourism' was formed at the Mexico Declaration below (EC, 1993:8-9):
'In its widest sense, culture today can be considered to be the whole o f many 
distinct parts; both spiritual and material, intellectual and emotional which 
characterise a society or a social group. [...]. Culture gives man the capacity to 
reflect on himself, it is culture that distinguishes us as specifically human, rational, 
critical and ethically engaged. '
Though the above definition of culture is twenty years old and rather broad, it has 
relevance to current tourism activities that are undertaken in order to find meaning 
and personal development. According to the European Commission (1993), the fact 
that culture is now more readily accessible than ever before due to the development 
of democracy, and with it increased access to information and education, makes 
tourism a perfect partner such personal development. However, to temper this 
jubilation, the report goes onto outline some key difficulties in the relationship 
between culture and tourism. These are outlined below (EC, 1993:9 & 11):
'The arrival en masse of tourists which converging at the same time on the same 
place, can seriously affect to the point of saturation, [...]. Tourism is supposed to be 
an agreeable activity about relaxation and fulfilling dreams. Yet the visits to sites, 
museums and monuments that are actually undertaken are often rushed and seem 
incompatible with the real acquisition of 'culture' which requires, in its now wider 
modern meaning, an approach which is more thought through and considered, for 
its aims to be met. '
The report highlights an important dilemma centring on how tourism can 
democratize access to culture without degrading it. In response, one solution 
offered by the report is to distinguish between types of tourism activity that allow 
for some cultural transference for visitors, and those that can only pretend to do so. 
In this light, the EC (1993:10-11) redefines its definition of 'cultural tourism' as that 
which can fulfil the three conditions below:
'A  desire to cultivate one's mind by way o f getting to know and understand the 
material remains, the works and humankind.
The consumption o f a product that has cultural significance, (a monument, a work 
of art, a spectacle, or an exchange of ideas).
The intervention o f a 'mediator' be it a person, a written document or audio-visual 
material, which give a value to or bring to light the cultural product.'
Boniface (1993) echoed these conditions with reference to the need for quality 
experiences in heritage tourism so that visitors can come away having leamt or 
appreciated something new.
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3.3.1 Cultural Tourism & Personal Development
In the hght of increasing visitation levels, the desire for personal development 
through cultural tourism experiences may only be possible to fully satisfy out of 
season and as an independent traveller. The conditions of mass travel to heritage 
sites make contemplation a difficult task. This is what makes McKercher & du Cros 
(2002) and Bruner (1991) opine as they do; one has only to look at the sites of ancient 
Rome and Athens in peak season, and neither 'awe' nor 'inspiration', are the first 
words that come to mind.
There is a paradox in the EC report (1993:12) on cultural tourism in that while 
culture is more widely available due to democracy, it is still likely that only an élite 
can access sites in ways that allows 'the cultivation o f the spirit', as bespoke groups 
and tour guides are currently expensive products. Nonetheless, the search for 
meaning and the desire to be moved by the beauty of important cultural sites are 
still motivations for travel. De Botton, (2002:9), links this back to what, 'the Greek 
philosophers beautifully termed eudaimonia or human flourishing.'
In experiencing outstanding beauty and getting close to great works of arts we can 
moved into the realm of transcendence, personal development and transformation. 
Through contact with 'otherness', we explore what it means to be oneself who we 
may yet become. (Bruner 1991:239) discusses this in relation to tourism promotion:
'Tourist advertising and brochures assert that the Western person who travels to 
exotic Third World countries will have a trip to remember for a lifetime and will 
return refreshed and renewed, as a new and different person. The hyperbolic 
language o f tourist discourse offers the tourist nothing less than a total 
transformation of self .'
The transforming potential of travel to spectacular ancient places or sublime natural 
ones is linked to the role that 'otherness' plays in tourism (de Botton, 2002; Shanks & 
Tilley, 1987a; Horn, 1984). The US-based white-water adventure travel company, 
O.A.R.S., uses the possibility of self-knowledge in its publicity, 'I  hope you discover 
America with us. You might ju st discover yourself' The 'other' is present in the form of 
the destination, the visited heritage site, the ancient culture, and the tour guide as 
mediator of the experience. The extent of exposure to otherness sought from 
holidaymaking has been developed into models combining both typologies of 
tourists and destinations representing the familiar and the novel (Flog, 1974; Cohen, 
1982). The greater the difference between a destination and a tourist's normal place 
of residence, the greater the degree of otherness and the greater need for 
explanations of the visited world. Transformation is more likely to occur if a process 
of understanding and reflection is undergone. This explains the thinking behind the 
EC definition of cultural tourism, which suggests it contain an element of mediation 
so understanding, and subsequent transformation, can ensue.
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3.3.2 Cultural Tourists
Mazanec & Zins' (1994) survey of market segmentation for cultural tourism demand 
within Europe revealed three types of cultural tourists as shown in Figure 3.3 below
Cultural Tourism
TntentionaT cultural tourists
The culturally motivated tourist
'Opportunistic' cultural tourists
The culturally inspired tourist
'Non-intentional' cultural tourists
The culturally attracted tourist
Figure 3.3: C u ltu ra l T ou rists Typologies &  Salience o f  C u lture fo r  their Trip
It is the intentional and opportunistic type of tourists that are of direct relevance to 
this study as in developing countries such as Peru, the long-haul travel involved for 
the tourism-generating regions wUl presume a specific interest in the heritage of the 
country. Jenkins (1993) also echoes the work of Mazanec & Zins (1994) by extending 
the discussion of cultural tourists in relation to the types of attractions that exist in 
the world, classifying heritage attractions as either secondary or primary.
3.3.3 Heritage Tourism -  A Growth Sector
In contrast to the problems defining what constitutes a heritage tourist when 
compared to a cultural tourist, there is no confusion about the fact that interest in 
matters related to heritage is growing. In 1997 (WTO, 1998) there were 613 million 
tourist arrivals and the international tourism receipts totalled US$448 billion. While 
it is difficult to estimate from these figures the growth of demand for the heritage 
sector of the market, it is possible to measure developments in the supply-side 
(Prentice, 1993). According to Ritcher (1999) the number of registered heritage sites 
in the US increased from 1,200 in 1968 to 37,000 by 1987. Moreover visitation levels 
to these and to museums across the world can be used as a measure for new 
demand patterns. The increase in the creation of new museums or heritage sites is 
also a strong indicator that the demand is there to warrant such developments. In 
the US in the late 1990s a new museum was opening every week, while the country 
had 8,000 (Horn, 1987) museums taking in over a billion visitors annually. In the 
United Kingdom, according to Darm (1994), there are 500,000 heritage sites 
registered, 5,500 conservation areas and twelve thousand museums have been 
counted.
Different writers offering various reasons for this development have accounted for 
the rise in heritage tourism. MacCannell suggests that it is the alienation and stress 
felt from life in post-modern industrial societies that motivates a desire to look back 
(Grabum, 1995). Urry (1990) is of a similar view, in that interest in aU matters past 
offers the comfort of stability. For a growth sector however, there has been a
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remarkable dearth of research into this area of tourism activity, which both Jansen- 
Verbeke and Ritcher (2002) point out. With regard to the visitor profile accounting 
for this growth, Dann (1994:60) suggests the ageing populations of the tourism- 
generating countries are an important factor. The thinking behind this being that the 
'greying' populations wül have more disposable time and interest in the past, even 
if this manifests only at local level and does not add to international visitor flows.
Richter suggests the popularity for heritage tourism may also be due to industry's 
response to this demand. The creation of more heritage attractions in any given area 
may be part of a strategy to alleviate pressure from attractions that are already 
highly visited. In such a scenario, this would be a case of a sector's popularity 
actually creating more products in order to manage visitor demand. Richter 
(2002:110), discusses the dangers of key cultural sites, 'being 'loved to death.'
3.3 A The Expanding Range of Heritage Tourism Products
Another supply-side factor is the expansion of the range of types of heritage 
product. New museums dealing with controversial topics such as slavery, the 
holocaust, and child labour have sprung up over the last two decades Ritcher 
(1999:110) contextualizes this development as part of a wider social change:
.. the museums offer a multifaceted look at a past neither known or understood. 
The humanities are increasingly neglected in our schools and colleges at the very 
time tourists are seeking out heritage sites. '
Developing heritage tourism is rife with controversy as in post-modern, post-Cold 
War societies, many of the narratives previously used need to be retold for our 
times. Together with increased interest in the past, there have been socio-cultural 
power shifts. Ritcher (1999:111) expresses this shift as such:
'I f the process o f revisionist heritage tourism is not new, what is new is first the 
number o f attractions designed to remember the marginalized groups in society. 
Today many o f the new monuments and museums reflect groups that even today 
get only passing attention in mainstream history books. '
This is linked to the wider démocratisation of society in the West and its impact on 
tourism and leisure and expectations of these experiences. In a sense, though the 
funding structure has radically changed, the Victorian notion of 'learned leisure' has 
returned in that heritage tourists are encouraged to participate as actively as 
possible in their visits to museums and sites. This is due not only to modem 
interpretation techniques, which have enabled new levels of participation, but also 
due to a shift in mindset of those responsible for displays, information panels and 
explanation. Perhaps the greatest change has been in tone. Dann expresses the 
change, in relation to museums (1996:66) as such, 'Museums ... are now no longer 
viewed simply as showcases containing trophies o f a bygone era. They are to be entered and 
possessed.' This move towards dialogue in heritage tourism allows as Ritcher 
(2002:112), suggests, '...a  new expectation o f participation being forged between the tourist
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and the heritage site, with either able to initiate the communication.' Ritcher proposes 
that these changes, in the US at least, began with the AIDS quilt and the Vietnam 
Memorial, symbols of powerful emotions felt by citizens across the board.
Not only is heritage a growth sector, but the range of heritage tourism products has 
also grown and within this, there have been changes in how history. In particular, 
the not readily discussed past can also be integrated as part of our heritage and 
reflected upon for the good of future development.
3.4 The Politics of Heritage Tourism
One of archaeology's roles is to allow untold stories or to surface, especially those 
covered by the ruling classes. According to Baker (1988:143), 'The rebel's graffiti fades, 
but the King's decree is 'written in stone...', and archaeology can help redress this 
imbalance of power. Alongside the development of heritage tourism as a sector of 
the market, two other key political developments seem to have been occurring 
simultaneously in the US and the UK. The first is linked to the understanding that 
heritage tourism, more than other types of tourism activity, has a strong and visible 
political dimension. Secondly, this political dimension is linked to the issues of 
stewardship of what constitutes world heritage, in particular where the locus of 
control lies. In 2001, the Taliban's destruction of the Bamiyan statutes and two 
thousand years of heritage highlighted this issue. Linked to the politics of heritage 
tourism, is that of private sponsorship for areas previously funded by the state. 
Concern about the impact of this involvement on what will be valued as heritage 
worthy of remembering and sponsoring was raised by Ritcher (1999:111), who 
asked, 'W ill we someday see the Coca Cola wing o f the British M useum  or the Toyota Deer 
Park in Nara?'
3.4.1 Heritage Industry
On the demand-side the term 'heritage industry' represented the lure to experience 
the sacred, the sublime and the magic of the past and the cultures that inhabited it. 
On the supply-side, there was a response, which saw the 'Disneyfication' of 
heritage, otherwise referred to as 'heritat' (Wickham-Jones, 1988) whereby Heritage 
Centres proliferated during the late 1980s. This was quite particular to the United 
Kingdom where major funding changes resulted in adding-value to attractions in 
order to justify the new admission charges for museums, galleries and places of 
worship.
In the UK in particular, the increase of interest in the past as a concept gave rise to 
the term, 'heritage industry' being coined by Fowler (1987). The term was largely 
used in a pejorative sense with the advent of new heritage centres, as they were 
considered by many conservation professionals to be cynical and commercial drives 
to regenerate revenue caused by government cutbacks. Baker (1988:141) an 
archaeologist writing on the topic noted that the shop in heritage centre of Jorvik 
had higher annual takings per square foot as a large UK department store.
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Many feared the 'heritage industry' would compromise complex histories in order 
not alienate the public. It was perhaps the beginning of what has since been coined 
the process of 'dumbing down' — which is the patronising simplification of facts that 
dilutes their integrity and ultimately, their use. However, for museums and galleries 
in the UK, pressures to operate for the first time ever as revenue-generating centres, 
and reach as wide an audience as possible, were very real. Within this context, key 
questions that did not appear to be posed (neither by those criticising it or creating 
it) at the early stages of the 'heritage industry's' development was, how to widen 
participation in the past without compromising its integrity? Why should the 
complexity of what was included in the narratives known so far about a culture be 
lost, just because we need to tell this narrative to a larger amount of people? 
However, the pricing of access to culture was met with resistance, from both the 
public and from the relevant subject specialists. Moreover, critics were sceptical of 
the actual value being delivered to the now-paying public, as although terms such 
as 'visitor satisfaction' and 'visitor experience' began to be used in the early 1990s, 
the view was that the quality of the information had not improved despite 
expensive hi-tech interpretation techniques being deployed. For the conservation 
professionals, a sense that such policies were the thin end of a wedge was palpable. 
Shanks (1987a:24) suggests that, 'The language o f cultural resource management might be 
termed the language of cultural capitalism...' These different points of view crystallise 
the often diametrically opposed perspectives of archaeology and tourism vis-à-vis 
the past, highhghting how their respective thinking can be poles apart.
3.4.2 Heritage as Currency? Interpretation as Lingua Franca
A s  the 'heritage industry' developed, so did the resistance amongst conservation 
professionals that heritage be treated as a commodity, while the tourism industry, 
amongst others understood that a nation's entire heritage could sold to others to 
view, be they local or international tourists. The debate matured however beyond 
this division, into subtler arguments that are directly linked to the heart of this 
study. Shanks & Tilley (1987a) expressed the concern that the way the past is 
presented can make it more alien to visitors, and not less remote. Uzzell (1998.11) 
took issue with the tendency to interpret heritage during that era with, 'tricksy 
techniques' that seemed to become the focus instead of the message they were 
supposed to be delivering. Moreover Uzzell was writing about how far 
interpretation had strayed during the late 1980s from its original purposes as set 
down by Freeman Tilden; to encourage provocation and curiosity in the visitor and 
to reveal to the visitor the meanings and relationships in what is being visited.
It is important to remember that Uzzell is writing from the vantage point of 
reflection, a decade after the 'heritage industry' was bom and he also writes on the 
brink of the new century, making a call for interpretation to return to its roots for its 
future development. Uzzell (1998:12) expresses that 'the origin o f interpretation lies 
deep within the conservation movement.' While heritage, within the current operating 
environment may have become a commodity, this does not mean that its 
interpretation need be bland, unchallenging or simplistic. Uzzell calls for a return to 
the affective component of the origins of interpretation to allow our emotions as
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well as our intellect to be stimulated when visiting heritage sites. In this way, it is 
how we manage the interpretation of heritage that appears to be a more important 
issue, than discussing whether or not it is 'right' that such heritage has become a 
'commodity'. There is however, having stated this, an implicit connection between 
commodities and the best possible price being sought for them: if profit is put before 
all other aims in developing heritage sites it is likely that the thorough planning 
process for developing the right type of interpretation wül be short-cut, (Boniface, 
1993).
Skilful use of interpretation emerges as a lingua franca between the very different 
cultures involved in heritage. How heritage is managed, marketed and integrated 
into an overall development plan is essential in creating sustainable heritage 
tourism. The different viewpoints expressed in the 'heritage industry debate' reflect 
three key things. First, difference of opinion on how (and if) public heritage should 
be managed and marketed. Secondly, that the two extreme view points (that the 
heritage sector is a bad thing or a good thing) reflect two different ways of 
managing heritage tourism, traditional and integrated ways, respectively. Thirdly, 
the second point reveals how those who view heritage tourism solely as problematic 
for conservation have not appreciated the strategic role that interpretation can play. 
The sections that follow contrast the two different ways of managing heritage that 
co-exist in the world today; the traditional and the integrated way, although 
combinations of these approaches exist also. The rest of this chapter deals with the 
benefits of integrated heritage development and interpretation's key role within it.
3.5 Traditional Heritage Management
The traditional approach to managing heritage, be it cultural or natural, is based on 
the premise that the resource, buüt or natural, is the main focus, often to the 
exclusion of the local community and any visitors (Miller, 1982; Hall & McArthur, 
1996). This traditional approach is characterised by zoning which separates the 
attraction from its locality rather than integrating it within its setting. Management 
that is focused on resource allocation also characterises it and the creation and 
maintenance of infrastructure with little, if any, view to planning and monitoring 
and evaluating its visitor services. HaU & McArthur (1996:15) express a key element 
of the traditional approach, 'To many heritage managers, the old cliché that the site would 
run smoothly as long as there were no visitors would certainly apply! '
The notion of stakeholders, beyond the immediate organisation officially 
responsible for a site, is rare in this type of approach. When a site has become a 
visitor attraction however, even for low levels of visitation, such management can 
be problematic. Among the reasons for this approach to managing heritage 
developing. Hall & McArthur (1996:4) cite the following:
' [..]a belief that it is easier to understand and manage the resource than the visitor 
(a tussock grassland or old-growth forest won't change its expectations or 
support!);....
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the selection o f staff from  natural science rather than social science backgrounds 
(interpreting and responding to community values);
broad community indifference or inability to clearly state opinions and needs about 
heritage and its management (excepting special interest groups).'
Hall & McArthur (1996) suggest that in part the development of such an approach is 
rooted in practical but also philosophical reasons. The last point refers to 'broad 
community indifference' and needs to be qualified, particularly in the context of less 
developed areas of the world. In areas were literacy levels are low and experience of 
democracy new, voicing opinion formally, especially the voicing of dissatisfaction 
may not be a common experience. Therefore, while non-responses might read as 
indifference these may hide other reasons and moreover, may belie more pressing 
concerns in such communities, such as the need to find work and look after 
extended family.
Since management approaches are anchored to the wider political context of a 
region or country, they are inherently political. It is intrinsically political that a 
traditional approach is common in less developed areas of the world, where notions 
of public participation in planning and in the political process are relatively new 
concepts and practices. Moreover, the organisations in charge of both heritage and 
tourism in these areas of the world tend to be hampered from engaging in a more 
integrated way for two key reasons that are linked directly with the wider socio­
political context of their countries. First, there are the highly centralised structures 
of the organisations that are responsible for the management of the country's 
heritage, (Hall & McArthur, 1996). Secondly, the culture of these organisations 
works against an integrated approach. In other words, the mind-set of the people 
responsible for heritage management is what needs to change, to allow all 
stakeholders to be included. In short, changing an organisational structure is 
essentially a practical matter; whereas attempting a change of culture is a more 
complex and lengthy process as it is largely psychological, (Hales, 1993; Senior, 
1993).
The use of a traditional approach to managing a country's heritage (natural or 
cultural) is at worst, a threat to the heritage that requires protection and at best, it is 
an approach that preserves the heritage though at a cost. Due to the increase in 
heritage tourism flows in long-haul travel, the pressure on carrying capacities has 
also increased, particularly in developing areas where tourism is encouraged in 
order to generate much-needed revenue. However, a traditional approach to 
heritage management under pressure of volume of visitors reveals itself to be a 
wholly inappropriate approach to achieve the objectives of protection and 
management. In not establishing an operational framework that acknowledges the 
stakeholders to the heritage (from the local to the international community), a 
traditional approach fails to address the reality of managing heritage.
In short, moving away from the traditional approach characterised by zoning and 
separation and toward an integrated management approach to heritage, is not to
49
throw the baby out with the bath water. Indeed, the resource-oriented concerns still 
need to be present in any management endeavour; planning, budgeting, resource- 
allocation, site maintenance and health and safety in and around the site. However, 
added to these basics of management, is the need to develop a market orientation 
(Cooper & Westlake, 1991) in order to achieve the dual-aims of protecting the 
heritage and allowing the heritage to reach the wider audience interested in 
understanding it. In short, this will involve the development of a human resource 
training programme, the supply of appropriate, quality interpretation for each 
particular site and a suitable marketing strategy.
In a nutshell, a traditional approach can be summarised as inward looking, stopping 
at the limits of a site in a bid to increase its protection by zoning and boundary 
setting. Yet there are limitations to the level of protection afforded when no carrying 
capacity limits are set and links are not made with the local community in an 
attempt to gamer support for the conservation movement at work in each site. By 
contrast, an integrated approach to heritage management can be summarised as 
both an in and outward-looking approach that appreciates the connections between 
each site, which also allows the wider environment to support conservation. Figure
3.4 below shows how the two approaches differ in orientation and focus.
W ider Operating Environment W ider Operating Environment
SITE
Traditional Heritage Management Integrated Heritage Management
F igure 3.4: C om parison betw een the focu s and orientation  o f  trad itional heritage m anagem ent &
in tegra ted  heritage m anagem ent.
It is common for less developed countries to practice traditional heritage 
management due to the less mature stage of development of the key relationship 
between the bodies responsible for tourism and archaeology. A traditional approach 
to archaeological sites can be damaging as overcrowding can violate the 'sense of 
place' granted by some sites. Hubert (1994) explores this in relation to tribal peoples 
such as the Aborigines and the Native Americans living on sites they consider as 
sacred. A reactive and passive approach can result in unmanageable numbers of 
tourists at sites as the management of the tourism bodies promote these in an 
aggressive manner. Tourism, when managed with a traditional approach can lead to 
many of the negative spin-offs and impacts such as degradation of the site, 
congestion, over-crowding, litter and irreparable damage to the structures. 
However, these issues can be circumvented by careful integrated management
50
which understands that monitoring and evaluating the impact of tourism is as 
important as promoting the sites in the first place. A more modem approach to 
heritage management, known as integrated management has at its core the human 
element, both from the locals and the visitors viewpoint, in order to create a 
sustainable site. An integrated approach aims for the inclusion of the people 
surrounding natural or cultural resources (Hardjosentono, 1982; Miller, 1982; 
Dasmann, 1982).
3.6 Integrated Heritage Management
An integrated approach is concerned, as its name suggests, with considering and 
bringing together all the stakeholders involved. Integrated management of heritage 
offers the reverse of the traditional approach. An integrated approach to managing 
heritage is an indicator of integrated tourism development. Incorporating a 
management approach which acknowledges the importance of the 'people factor' 
involved in heritage reflects an understanding that tourists are people who wish to 
get close to the heritage of a region and in order to manage this interest, certain 
tactics and strategies are required.
Figure 3.5 overleaf shows the factors involved in an integrated approach to 
managing heritage, which allows for the wider environment of the site to be 
considered. The perforated line between site and its wider context (and the 
attendant stakeholders) represents dialogue between them. With regard to 
managing tourism the integrated approach ideally involves dialogue between the 
key stakeholder organizations and groups. The two-way arrows in Figure 3.5 
represent dialogue and communication at local, national and international levels.
The economic and socio-political context of a site is important to understand, as it 
reflects the type of heritage management a particular country is operating within. 
Integrated heritage management is management that takes the supply and demand- 
side stakeholders into account. Indeed, the management of visitors, whether they 
are largely local or international, is a key component of integrated heritage 
development. Heritage managers need to be able to negotiate both the supply and 
demand side stakeholders, constituting the complex fabric of a site's wider 
environment.
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Staff Working at Heritage Site (All Capacities)
Figure 3.5; Integrated Approach to Heritage Management In Dialogue with Site Stakeholders & 
Understanding Importance of the Site's Wider Context.
3.6.1 Resource Management &Visitor Management
At its most simple, there are two component parts to integrated heritage 
management, resource management and visitor management. Unlike traditional 
management, there is the added dimension of the visitor although the same 
administrative functions such as budgeting and resource allocation underpin both 
types of management, albeit with a different focus. McArthur & Hall (1996:18) 
outline what each component of integrated management consist of as follows:
'Resource m anagem ent
• Restoration & regeneration
• Weed & pest control
• Resource research and monitoring 
V isito r M anagem ent
• Visitor research and monitoring
• Marketing
• Interpretation'
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W hile the resource m anagem en t com ponent is clearly linked w ith  the supp ly-side of 
a site, the  v isito r m anagem en t com ponent is linked  to  bo th  the d em an d  and  supply- 
side. V isitor research  and  m onito ring  are dem and-side  concerns b u t m arketing  and 
in te rp re ta tion  are linked  to supp ly  and  dem and . It is fundam en ta l for a site to know  
its v isito r profile and  to m onito r the m arketing  and  in te rp re ta tion  effort in  o rder to 
be in  a position  to evaluate its effectiveness. D eveloping  a coheren t visitor 
m anagem en t stra tegy  is an  in tegral p a rt of in teg rated  heritage  tourism  
m anagem ent.
D eciding w h a t narra tives to in te rp re t and  w hich m ethods an d  techniques are key 
tasks. From  th is w ork, the  m arketing  can be developed  based  on  the them es and  
m essages used  in  the in terpreta tion . The research on visitors can then  be based  on 
the levels of satisfaction th a t have been experienced and  this feedback can be used  
in o rder to m on ito r the success of the overall p lan . T echniques for physically  
m anag ing  the v isitor th ro u g h  a site are d iscussed  later in  the chapter, b u t the 
im portance of develop ing  a positive visitor experience is a fundam en ta l p a rt of 
in teg rated  m anagem ent. F igure 3.6 below  h igh ligh ts the  centrality  of the visitor 
experience an d  h o w  visitor satisfaction can help  diffuse the conservation  m essage, 
w hich  is of p a rticu la r relevance to this study .
V isito r
E valuation
In s titu tio n a l
E valuation
Agency
Structure
Law
Policy & 
Objectives
Degree of 
Satisfaction
VISITOR EXPERIENCE
Heritage: Built or Natural
INFORMATION, PAST EXPERIENCE & 
PREFERENCES
MOTIVATIONS
Interprétation, facilities & services
BEHAVIOURAL SETTING
EXPECTATIONS
a
I I
Figure 3.6: Factors on Demand & Supply-Side o f Heritage Management Influencing the Quality o f
the Visitor Experience. Adapted from Hall & M cA rthur (1996:16).
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One way to ease the tensions created by the different values and opinions of 
stakeholders toward heritage is to develop a management system that reflects these 
differences. Figure 3.7 below shows that interpretation is at the heart of developing 
a visitor management strategy, which, in turn, is part of what constitutes real 
heritage management. This is due to the fact that true interpretation is concerned 
with drawing up its themes and messages by the process of participative planning.
Interpretation 
Function 
as Key to 
Overall Visitor 
Management 
Strategy
Cultural/Natural 
Heritage Specialists 
Engaged in 
Research
National & 
International 
Visitors
Local Communities
Figure 3.7: The Relationship of an Interpretation Function (as Fart of A  Visitor Management
Strategy) to the Key Stakeholders of its Development. Adapted from Wickham-Jones 
(1988:187).
3.6.2 Interpretation Design & Development
In order to ensure that the interpretation function is designed in an appropriate 
manner, both in content and design, it is important for it to be developed in 
consultation with the relevant specialists, the local communities and the visitors 
(Wickham-Jones, 1988; Cooper & Westlake, 1991; Hall & McArthur, 1996). As figure 
3.7 suggests, all stakeholders contribute to the design of the interpretation. Once the 
possible narratives about a site have been discussed with the specialists, it is good 
practice to feed these back to the local communities for additional comments or 
clarification. Engaging the local community is important and access to parks and 
protected areas is key, particularly for areas in transition towards integrated 
management Finally, the type and profile of visitors will play a role in the design 
and development of the interpretation. If the site receives many schoolchildren, for 
example, this needs to be taken into account m order to adapt the material 
accordingly. This will place the site in a stronger position by affording it better 
management of its visitors. The interpretation design not only needs to work in 
layers so that it can reach different age groups, it needs to consider how best to 
reach international visitors as well as domestic ones.
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3.6.3 The Importance of the Visitor Experience
The visitor experience emerges then as the litmus test of an integrated heritage 
management strategy. As figure 3.6 shows because it is only the supply-side of the 
visitor experience that management can control, it is perhaps all the more important 
to develop interpretation to ensure high quality. As the diagram shows, what the 
visitor brings with them on the demand-side is largely beyond management's 
control, with perhaps the exception of the expectations set up by the site's 
marketing. Whether a visitor experience is enjoyed or endured is not completely 
within the site's control, but by understanding the importance of placing the visitor 
experience at the heart of its strategy, it can increase the likelihood of a positive 
outcome.
The delivery of high-quality visitor experiences assists in maintaining integrated 
heritage management systems. Interpretative efforts have the potential to modify 
and alter behaviour through its two pillars: stimulation and demonstration. In short, 
a positive visitor experience has the power to allow visitors to leam and reflect on 
the consequences of their actions (Uzzell, 1998). This holds true for cultural and 
natural heritage visits, and a positive visitor experience might mean that visitors 
during the post-holiday phase consider the importance of conservation in their 
everyday lives. In this way, satisfactory visitor experiences are not only good in the 
short-term for the enjoyment and education of a group of visitors, they are 
important for the conservation message to spread. Hall & McArthur (1996:4) express 
this virtuous circle as such:
'When visitors have satisfying experience, they come closer to supporting the 
philosophy o f the site's management. The more visitors support management 
philosophy, the easier it becomes to manage heritage. '
Human interpretation in particular can allow for a strong take-home conservation 
message for visitors. The strategic use of interpretation can play a key role in 
developing a positive visitor experience as well as mediating the relationship 
between the tourism marketers and heritage managers. Interpretation then, emerges 
as central to developing integrated heritage tourism, particularly in the context of 
developing world areas often characterised by the more traditional management 
approach.
3.7 Interpretation: Origins, Definitions & Future Directions
This section discusses the origins, definitions and future directions of interpretation. 
It outlines the development of the practice over the last century and discusses the 
constraints to heritage tourism in areas where interpretation is not widely used. In 
some areas of the world interpretation is known as a 'profession' in its own right, 
while in others, it is still in its infancy. In some areas, interpretation has evolved 
from being an educational and entertainment tool to being a strategic planning tool 
for heritage managers of either cultural or natural resources.
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Most commentators trace the development of the profession back to Freeman 
Tilden, who was the first to publish his ideas on explaining nature and culture in the 
book. Interpreting our Heritage, in 1957. Hall & McArthur (1996) however trace its 
development back to the late 19* century in the Colorado Rocky Mountains where 
Enos MiUs worked as a nature guide between 1889 and 1922. Mills' work 
established principles and techniques that laid important foundations particularly 
for human guides. He advised the guides to concentrate on communicating the big 
ideas or themes, rather than relaying a mass of detailed and unrelated information 
that would leave visitors bewildered and dizzy rather than informed and 
stimulated. Mills was involved in the first teaching of interpretative practice and 
was a key figure in establishing a licence system with the National Park Service, and 
saw the development of two licensed interpretative guides to undertake work in the 
Rocky Mountains (Hall & McArthur, 1996; Reigner et a l, 1992).
At around the same time, guiding in Australia and New Zealand was developing 
and there was a growing movement toward the development of interpretation, as it 
is understood today, undertaken by individuals with a passionate interest in 
particular sites. Hall & McArthur, (1996). One such individual was Gustav 
Weindorfer who acted as guide and host to those prepared for the arduous 
challenge of journeying to Tasmania's Cradle Mountain while using the guiding 
position to influence the formal preservation of the area. Similarly it is reported that 
local Maori began guiding tours for visitors to natural areas and this was said to 
stimulate deeper appreciation of the heritage by the visitors (Harper, 1991).
The supply of interpretation can also ease the conflict between resource 
development and resource conservation. In fact, sustaining these resources to 
ensure that longevity is as Pond (1993:71) points out:
'Interpretation has a noble origin. Its creators believed that [...] The goal of 
interpretation was not merely to provide information, but rather to convey the 
magnificence of a place, pass on its legacy, inspire visitors, and ultimately convince 
them o f the need to preserve park lands.'
It was Tilden (1957) who amassed the evolving data on into the first ever 
publication dedicated to the topic. In this context, the fact that the more affluent 
countries in the world have developed their interpretation supply compared to the 
poorer ones, is no surprise given the fact that it was not until the 1970s that the 
movement became fully established in the West. In terms of future development, 
considerable work remains to be done, not so much in terms of refining the 
appropriateness of techniques with themes, (which seems to be the work 
undertaken in the 1990s), but more in the realm of making interpretation an 
embedded part of the tourism planning process. In particular, the challenge is to 
integrate interpretation with other disciplines, such as archaeology. In 1984, Machlis 
& Field called for a partnership between the social scientists and interpreters in the 
belief that this would reap significant benefits for the quality of interpretation.
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Post-modernism has added to the challenges facing interpretation, as the profession 
has had to offer pluralistic approaches, reflecting both multi-culture and 
multidisciplinary outlooks. Moreover, as Ham & Sutherland (1992:253) express, 
albeit in the context of creating interpretation in the context of less developed areas, 
'Interpreters need to 'cross borders' and rethink their craft.' In the light of the predicted 
increases in long-haul travel to developing regions, (WTO, 2003), these regions need 
to be assisted in the development of interpretation as a profession and a strategic 
visitor management tool. Without this development, apart from the problem of 
sites straining with high volumes of visitors, there is the risk that Western 
interpretation know-how wül be grafted onto developing areas with little 
consideration for their native audiences. Therefore, training is a priority for world 
regions that are developing heritage tourism so that staff indigenous to an area can 
help shape its interpretation.
3.7.1 Definitions
According to the Oxford Dictionary (1993) definitions of the word interpretation 
centre on the art and action of explaining the real meaning of something, as well as 
making reference also to stylistic representation of a creative work, such as a book 
or a play. Indeed, much of heritage interpretation draws on dramatic representation 
to convey the themes and ideas of either an individual or a collective culture. 
Tilden's detailed all-encompassing definition (1977:8) highlights his understanding 
of the need to allow a pluralistic approach when meanings or explanations are being 
offered the visitor:
'...an  educational activity which aims to reveal meanings and relationships 
through the use o f original objects, by first-hand experience, and by illustrative 
media, rather than simply to communicate factual information. '
In a similar vein, Nixon et al. (1995) focuses on the use of interpretation for reflection 
and critical enquiry:
'The educative role of interpretation is not simply to reinforce the familiar or 
provide the 'facts' or 'truth' about the past, but to provide an opportunity to 
encourage the questioning and critical scrutiny o f both the past and present.'
Tilden's (1977:7) six principles are aU relevant to the current use of interpretation as 
a strategic tool in heritage management:
'1. A n y  interpretation that does not somehow relate to what is being displayed 
or described to something within the personality or experience o f the visitor 
will be sterile.
2. Information, as such is not interpretation. Interpretation is revelation based 
upon information. But they are entirely different things. However, all 
interpretation includes interpretation.
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3. Interpretation is an art, which combines many arts, whether the materials 
presented are scientific, historical or architectural. A n y  art is in some degree 
teachable.
4. The chief aim of interpretation is not instruction, but provocation.
5. Interpretation should aim to present a whole rather than a part, and must 
address itself to the whole rather than any phase.
6. Interpretation addressed to children (up to 12) should not be a dilution of the 
presentation for adults, but should follow a fundamentally different 
approach. To be at its best, it will require a separate programme. '
The focus of these principles is to awaken curiosity and stimulate the desire to 
discover, both during the visit but importantly, in the post-visit part stage, which is 
linked to the power of a positive visitor experience in affecting behavioural change 
Indeed, the original aim of interpretation was to provide opportunities for learning 
through leisure and to allow visitors to reflect and make new connections. These 
principles then, encapsulate the spirit of interpretation that are at the heart of 
cultural tourism.
3.7.2 Development o f Techniques
A s  tourism and leisure grew beyond Mills' or Tilden's wildest imaginings, 
interpretation developed in various ways. At the time of Tilden's writing, the range 
of interpretation techniques was limited to traditional methods. There would have 
been non-verbal media such as visitor centres, printed media on posters, visitor 
trails and paths with panels. The verbal media would have included human guides, 
discussions and organised talks (Hall & McArthur, 1996). However, the use of 
technology in interpretation did not appear until the late 1960s and early 1970s, and 
this was largely limited to audio-visual presentations. It is only in the last decade 
that hi-tech media, such as infrared audio-guides, for example, have been 
developed. As leisure time and disposable incomes increased and the tourism 
industry developed, the direction of interpretation has changed over time. Such 
innovations present a site or a park with a larger initial financial investment which 
is what excludes these techniques from being used in less developed areas, though 
where they are purchased and implemented there is a significant saving in salary 
costs over time. However, the implications in changing from human media to 
technological interpretative media are serious, especially as they may deprive areas 
of much-needed employment opportunities.
While the types of techniques have developed over the last fifty years, the true aim 
of interpretation has not altered. Where the medium has been allowed to become 
the message the spirit of interpretation has been compromised with the use of what 
Tilden (1977:95) referred to as 'gadgetry'. If there is only entertainment without the 
ability to spark curiosity and the desire to leam, then it might be more accurate not 
to call this interpretation per se. Where the use of hi-tech is ubiquitous, perhaps more 
curiosity will be sparked about the design of the techniques than the attraction itself. 
The types of techniques used will to a large degree be contingent on the socio­
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economic, political and cultural context and the geographical location of a site wiU 
dictate the level of development of the interpretation supply.
3.7.3 Interpretation: Perspectives front More & Less Developed World Areas
In some less developed countries the supply of interpretation is minimal and has 
remained at the same level it was at in Tilden's time. Such scenarios are classic cases 
of traditional heritage management in which interpretation does not have a key role. 
In countries in the take-off stage of development (Rotow, 1959) it is likely that there 
is more awareness of interpretation due to tourism flows into the areas. The supply 
of interpretation in these cases is often limited to non-verbal media such as 
orientation maps and panels and verbal media in the shape of guides provides for 
the mainstay of interpretation. There may be some structure to the types of guiding 
available, as in Peru, where a combination of 'official' and 'local' guides co-exist. As 
Ham & Sutherland (1992:252) indicate:
' In developed countries, these efforts typically represent the continuation o f a 
historical tradition o f interpretation, and are carried out by trained specialist...
By contrast, most developing countries lack this tradition,... and they look to 
developed countries— as a model for how to develop their own interpretive 
programs.
In more developed areas, a much wider range of techniques is available for 
interpretation. It is vital that the right mix is designed for an interpretation 
programme. Instead of rummaging in the cupboard of interpretive toys, (Aldridge 
1975) and pulling out any technique at random, there is a need for careful planning 
so interpretation methods can be in line with the site objectives. The development of 
an interpretation programme needs to be at the heart of a strategic development 
plan. As Hall & McArthur (1996:89) comment, 'Commercialisation o f interpretation 
need not be damaging to the profession.' There is a need for clear thinking when 
dealing with heritage interpretation, wherever it is located. However, it is too often 
used as an after-thought to a development rather than as an integral part of any 
venture aiming to be sustainable. In the case of heritage tourism facilitating the 
building of community identity, this potential is also lost if locals are not consulted 
by the specialists (McEwan et al., 1993; McEwan & Hudson, 1987). Moreover, using 
interpretation as an add-on is a way of paying lip service to the notion of integrated 
management, in a similar way that environmental concerns were the big issue 
during the 1980s.
Visitors are increasingly in search of quality experiences and therefore taking short 
cuts in site planning can be costly in the long-term. In this light, amongst some 
countries and organizations, a renewed interest in how to do heritage tourism using 
interpretation has begun to emerge. The following sections discuss the importance 
of a market orientation for heritage sites within an overall strategy.
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3.8 Developing a Market Orientation
Developing a market orientation to a destination allows it to control its 
development as a tourist attraction (Cooper & Westlake, 1991; Prentice, 1993). 
Developing a market orientation, contrary to what it may sound like to those 
unfamiliar with the planning process for sustainable tourism. Developing a supply- 
side focus to a destination, at either micro (site) level or at macro (country) level is 
an important prerequisite for strategic planning to be undertaken. A market 
orientation allows destination managers to focus attention where impacts of 
visitation and use are felt, which is at the destination. The purpose of a market 
orientation is that is allows for supply to manipulate demand to its best advantage. 
As Cooper & Westlake (1991:682) express:
'The supply and demand elements o f tourism are interlinked and complement one 
another but without an adequate supply focus we risk losing the attractiveness o f 
the destination... '
The development of a market orientation for a site allows for the interpretation 
function to enjoy a dual-use as an, 'enlightened planning technique' (Cooper & 
Westlake, 1991:683) as well as providing narrative explanations about a site's 
heritage.
3.8.1 Strategic Planning for Heritage Management
The strategic planning process applied to heritage management has several 
advantages that include; the formulation of criteria amongst all stakeholders and the 
setting of long and short-term objectives. The inclusion of stakeholders involved in 
heritage tourism is likely to increase the success of a strategy's implementation 
because ownership of the project is key, (Hall & McArthur, 1996). For the heritage 
supply in developing areas, this last advantage is particularly important for those 
delivering interpretation in customer-contact roles.
3.8.2 Strategic Interpretation Planning
Unfortunately it is rare for interpretation to be planned strategically, although it is 
important for destinations to endeavour to do so, as HaU & McArthur (1996:92) 
suggest:
'While the art of delivering interpretation has been around long enough to have 
developed into some very clever techniques, there has been considerable resistance 
to more formal planning. '
One of the key elements of effective destination planning is the strategic use of 
interpretation (Cooper & Westlake, 1993). The need to shape and enhance the visitor 
experience is at the heart of integrated heritage management, in order both to 
control the impacts caused by visitors and provide an enjoyable time for visitors. In 
this light, a dual purpose emerges. First, it can place the destination in a position of 
greater control, and secondly it offers benefits to the visitors as well.
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3.8.3
Another strategic use of interpretative efforts centres on the importance of reaching 
the host communities of a destination, (Machin, 1989; Sayers, 1993). Access to leisure 
and the attendant education opportunities are an important part of public 
participation in tourism planning. In the context of managing the natural and 
cultural resources of a destination, interpretation offers a number of benefits; 
primarily it offers managers a tool to manipulate visitor flow and behaviour. 
Shipley County Park Farm is a good example of successful strategic interpretative 
planning. Cooper & Westlake (1992). As a working farm it also welcomes visitors to 
observe and understand its different processes. Educational self-guided trails are 
peppered with colour-coded messages and information on the relationship between 
the countryside and farming. The layout of the trails was designed to cope with 
visitor distribution. In this light, visitors are guided safely through the site at a 
beneficial speed to avoid bottlenecks of people from bunching up at the exhibition's 
pressure points.
This relates to one of Tilden's principles of interpretation that was to encourage the 
desire to protect and conserve the resources from which visitors derive their 
experience. Appropriate use of interpretation allows a destination or an attraction to 
take control of its resource management, which in turn allows those who have come 
to the place to enjoy an improved visitor experience. This in turn satisfies them as 
customers and can create repeat visits.
Interpretation as Mediator in Relationship between Archaeology & Tourism
Interpretation plays a key role particularly in the relationship between tourism and 
archaeology. In this often-tense relationship, interpretation emerges as a buffer. 
Interpretation, when used as part of an integrated strategic planning process is an 
indicator of a mature and developed understanding of the interdependence between 
tourism and archaeology. Figure 3.8 shows how interpretation can assist in the 
integration between the bodies responsible for tourism and archaeology.
Visitors
Local/lntemational
Archaeological Site
Built Heritage
Interpretation
Human/Non-
Human
Figure 3.8: Interpretation for Conservation: A  Mediator in the Tourism-Archaeology Relationship.
The ICOMOS-ENAME Charter for Interpretation for Cultural Heritage Sites (2004) 
sets out key objectives and principles on how to do interpretation so that it can work 
for conservation. It is comprehensive and detailed document which differs from 
previous Charters in that it does not argue whether interpretation should exist in at 
destinations, rather it presumes its centrality and considers how best to use 
interpretation. It is clear that where interpretation is understood to be central in the 
mediation and management of this relationship, heritage tourism can be for 
conservation, not against it, and can work toward some of the same key goals as 
archaeology. Ultimately, however, the success of tourism for conservation via an
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interpretation programme will be contingent on the type of management that exists 
at local level. Indeed, the culture and structure of both the tourism and archaeology 
bodies will affect the level of integration and dialogue between these (Hehny & 
Cooper, 2002). Other factors affecting how effective interpretation can be, are both 
the appropriateness and quality of the interpretation. These factors will play a part 
in mediating the relationship between the stakeholders of archaeologists, 
interpreters and visitors. The choice of interpretation in turn, wül depend to some 
extent on the level of development of the destination's wider environment.
3.8.4 Interpretation for Community-Building in Heritage Tourism Development
Interpretation can help foster links with the communities surrounding 
archaeological sites. When a community is actively involved in shaping the 
interpretative strategy and when it is involved in drafting the interpretative 
messages, this can assist in strengthening a community's sense of identity. The 
process of deciding on themes, concepts and messages can be a method of public 
participation in planning, (Cooper & Westlake, 1991; Hall & McArthur, 1996; 
Nuryanti, 1996; McEwan, 1991).
In developing areas of the world, gaining the support and minimising the alienation 
of local communities is essential, especiaUy when international tourism is 
encouraged. However, as the majority of developing areas tend to manage resources 
(natural or cultural) in a traditional way, key stakeholders such as the locals to the 
sites, are often excluded from any participation. However, even within a traditional 
type of management, there is a need to communicate the value of the site to the 
community in order to attempt to establish some protection for it, rather than resent 
for it. Ignorance of the longer-term value of the site, and enforced exclusion from the 
area can result in damage to the site. Looting can be a problem, particularly in 
developing areas, though demand for world treasures is often fuelled in the more 
developed world, though not exclusively. The looting of public sites for private gain 
is a return to antiquarianism, though largely frowned upon as a destructive activity 
that deprives the world knowledge and access to the artefacts.
Another key issue linked to the community's local to heritage sites is that of socio­
economic and psychological inclusion. This can be especially problematic, if, as 
Nuryanti (1996) it involves the relocation of people because of the development of 
visitor centres or archaeological excavations. In terms of the development of 
tourism at heritage sites with a local community, there is also, as Ashworth & 
Tunbridge (1990) suggest the human heritage dimension that attracts visitors. The 
atmosphere and vitality of an ancient historical site where human life stiU turns in 
the shape of commerce and family as it did thousand of years ago may prove 
interesting for heritage tourists. If it is used and managed at grass-roots level, as 
Knopf & Parker (1990:2) express, tourism has the potential to be a community- 
building tool:
'Communities acquire solidarity through the actions they take to attract & create
tourists. The benefits arise through the team building that accompanies promotion
62
o f festivals, the organisation o f special events weeks, and the mounting o f local 
tourism campaigns. '
However, the extent to which decision-making is within the grasp of the community 
will depend on the socio-economic, cultural context of the wider environment. The 
right to conserve traditions needs to be part of an integrated heritage plan, in order 
to afford participation and protection in balanced measure to those communities 
surrounding built heritage.
3.8.5 The Importance of Selecting Interpretation Themes & Narrative
A  key component of strategic interpretation planning is the selection of a theme, or 
themes, upon which narratives about a site can be built. Figure 3.9 below highlights 
the key steps in developing an interpretative plan for managing visitors. There are 
three stages to this process. First, is the need to develop what will be communicated, 
which is represented by Step 3 and secondly, to whom it will be communicated 
must be considered, represented by Step 4 and finally Step 5 involves the shaping of 
the message target message.
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strategic Planning
2. Review Heritage Resource:
Identify relevant resource management issues 
Identify visitor management issues 
Determine which characteristics (uniqueness vs 
representation) are available for interpretation.
3. Structure what will be communicated:
• Develop concepts
• Develop themes using concepts and resource
• Develop messages using above
4. Define audience:
Identify existing audience profiles 
Identify target audience profiles
5. Develop visitor experience selection/review criteria:
• Type of experience (access, duration, activity etc;)
• Target audience
• Target messages
• Cost (short vs long-term)
• Timing (short vs long-term)
• Resource condition and likely environmental impact
Feedback
11. Monitor performance; evaluate (using 5); modify
Broad-Scale Planning
1. Determine aim of using interpretation in visitor management
• Develop goal/ mission statement
• Develop achievable objectives
Implementation
7. Design proposal and standards (include information layering)
8. Review proposal against selection criteria
9. Produce products (text, design, layout and quantity)
10. Commence marketing (using 4)
Figure 3.9: Key Steps in Interpretative Planning for Visitor Management. Source: Hall &
McArthur (1996:94).
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With reference to steps 3, 4, 5, it is fundamental that the heart of the plan be 
carefully considered. HaU & McArthur (1996:95) explain the importance of whittling 
down the key messages that will be of most interest to visitors from aU the available 
data. However, it is unlikely that this process be free of conflicts as the choice of 
messages cannot be agenda-free. In the above process, however, three key 
components are important; themes, concepts and messages. The theme is perhaps the 
most straightforward to identify as this is often directly linked to the site or region's 
nature or culture. The concept is a key idea strongly underlying a common message 
or messages linked to the theme whUe the message is concerned with aU that will be 
used as text to communicate with the visiting public. HaU & McArthur (1996:96) 
state the importance of including all stakeholders in the planning stages as, 
'Interpretation that lacks this context fails to broaden visitors' horizon's beyond the 
heritage....' Quality interpretation not only enhances the visitor experience but can 
lead to mindfulness (Moscardo, 1999) and this in turn can stimulate deeper post­
visit curiosity in related subjects. The educational potential of interpretation is 
reinforced when it achieves the two main aims of stimulation and discovery; 
particularly when visitors are moved to adhere to the interpretation message in 
their everyday lives, outside of their holiday or day-trip.
Hall & McArthur (1996:96) spell out the importance of messages for visitor 
understanding:
'Messages also provide a key reference to evaluate the performance of 
interpretation. It is extremely difficult to evaluate the extent o f visitor learning and 
attitude change from  themes -  they are too broad.'
The importance of evaluating and monitoring emerges as fundamental to the 
success of ensuring interpretation efforts are effective in achieving visitor 
management and visitor satisfaction. If strategic interpretation is an opportunity to 
get one's message across (often the conservation message), evaluation is a sensible 
way to discover whether the intended message has been received. In short, 
evaluation is a way of testing the communication process and a simple way of 
undertaking research on the perceived quality and appropriateness of the 
techniques chosen for the site's interpretation.
3.8.6 Evaluation of Interpretation
A  critical component of any strategy is the evaluation of its effectiveness via 
monitoring and feedback from those at whom it is aimed. Failure to evaluate is to 
work in the dark with little or no idea how what has been created is perceived. And 
yet, despite the acknowledgement that evaluation is important, there appears to be a 
lack of evaluation being undertaken, (Cooper & Westlake, 1991; MUes, 1994: Hall & 
McArthur, 1996). At best then, evaluating interpretation seems to be perceived as 
the important but boring part of the process. Given however that there is still 
resistance in developing interpretation as a strategic tool, the neglect of the 
evaluation component is not surprising.
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Equally, Hall & McArthur (1996) admit the lack of data on the interpretation 
evaluation makes it difficult to know the extent to which interpretation is actually 
capable of affecting change. The research that has been undertaken seems to centre 
on visitor satisfaction with the experience, though what is less common is 
attitudinal research of the impact of the interpretation. There are logistical 
difficulties in measuring pre-visit and post-visit attitudes, though funding for this 
area could encourage tracking of visitors for research in this topic.
Evaluation is complex but essential for sites to be able to monitor what effect its 
interpretation is having on the visiting public and on the site itself and 
modifications by tactical action can be applied to the effort. The strategic use of 
interpretation for an archaeological site that has become a tourism attraction allows 
win-win scenario to prevail. Essentially the challenge for site managers is to meet 
the needs of visitors while conserving sites as best as possible. Strategic planning, 
using interpretation and evaluation can allow supply to manipulate demand. By 
reinvesting revenue from visitor admissions and from souvenirs back into the site to 
fund essential conservation work, tourism can work with archaeology. Moreover, 
the use of skilfully crafted conservation messages allows for visitors to be moved 
and touched during their visit, thereby allowing them to reflect on and evaluate the 
impacts of their lifestyle on the natural and cultural environment, (Markwell & 
Weiler, 1998).
3.8.7 Human Interpreters & The Limitations of Their Power Resources
The use of human interpreters can offer several advantages compared to other 
methods. The power that human interpreters enjoy could be seen as similar to 
alchemical process of turning base metal into gold. The human interpreter has the 
potential to turn facts into a meaningful experience for the visitors and provide the 
elixir of understanding. Through the use of a guide's communication skills, the base 
metal of a world of information can be reduced to the gold of understanding about a 
specific new subject.
However, despite these benefits, there are problems with the types of power 
resources available to human interpreters who have face-to-face contact with 
visitors. These problems are similar to the problems service sector managers can 
encounter with their staff because of the tricky nature of service product 
characteristics. Hales (1993) discusses how management is about getting the 
required results through other people yet the power resources at the disposal of 
managers to solicit the desired responses from their staff can prevent rather than 
facilitate this outcome. The power resources managers have been handed down 
through the evolution of organisations are economic power and knowledge power. 
The responses to economic and knowledge power resources however are 
unpredictable and in the context of service management this is problematic. In 
essence, the very management of power requires reviewing since managers need to 
manage by consent and build their authority upon it. Implicit in this is a shift away 
from control to the co-ordinating element of management. The differences of the 
locus of control reflect the key differences between 'integrated' and 'traditional'
66
heritage management. This is both relevant at the macro level of destination 
planning and also at the micro-level, in the way that tour guide's manage their 
positional power vis-à-vis their clients.
Management by consent is at the heart of the sustainable tourism debate. In the 
context of less developed countries, where the démocratisation process may be less 
mature, this agenda is no small order. However with legitimate use of their power, 
is likely that guides can be portals into the visited world, which is an immense 
power and challenge.
3.8.8 The Post-Modem Visitor & the Problems with Knowledge Power
This section considers how post-modernism has influenced tourism consumption. 
The scope of this study does not allow for comprehensive coverage of this topic, but 
the relevant elements are discussed. According to Smart (1993:11) who introduces 
the topic:
'Postmodernity is a controversial term, a term that elicits highly charged reactions 
across intellectual disciplines and associated theoretical and political 
constituencies.'
However contentious reactions may be about what postmodernism is, there seems 
to be some agreement about when it began. If modernism extended from the 1950s 
until the early 1970s (Smart, 1993) and made itself manifest in design and society's 
changing norms and expectations, then as Smart (1993) expresses postmodernism 
began in the mid-1970s and ended in the late 1980s. The increase in cultural tourism 
that was witnessed in the late 1990s and early in the new millennium created a need 
to develop new ways of addressing complex political issues which had implications 
for interpretation. Smart (1993:12) expresses that:
'Postmodernity as a way o f living with doubts, uncertainties and anxieties which 
seem increasingly to be a corollary o f modernity, the inescapable price to be paid for 
the gains, the benefits and the pleasures, associated with modernity.'
In a sense, post-modemity could now be said to be becoming 'posf-postmodemity' 
suggesting that its time has come and gone and that we have moved into a different 
era of social development (Smart, 1993). Whatever the terminology, it is clear that m 
the West, we live increasingly within a multi-cultural and multi-ethnic context, and 
that we have moved into an era where such developments are absorbed more easily 
into the hfe-blood of society, especially in urban contexts, (Kelly & Freysinger, 2000). 
Within these contexts, it is likely that leisure will become an increasingly core 
component of society and that its role will continue to evolve over the next decades. 
The development of post-modernism in the West has important implications for 
tourist expectations and for host countries around the world. Tourism is currently 
undertaken largely by people from the developed world and are likely to be 
knowing and aware of the socio-political complexities involved in the act of 
consuming tourism, even if only on a sub-conscious level, (Urry, 1990).
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The problems with postmodernism that are of interest to this study centre on what 
happens when tourists travel to developing world regions where society is still 
'modem' in its development. The problems that a tour guide from a developing 
country may have when escorting a Western tour party can manifest in the 
differences of their operating environments. In other words, the outlook and 
approach of such a tour guide and a tourist may be radically different and there 
may be problems for the guide in delivering a satisfactory visit for the tourist. 
Differences in social developments such as acceptance of same-sex couples, 
homosexual orientation, and other sensitive cultural could become issues between 
the guide-tourist contact while on tour.
In part, these problems are linked to the power resources that are available to the 
tourist guide. The power resources that the guide holds over a group are especially 
problematic within the context of a post-modern society. It is knowledge power that 
the guide is expected to hold and this is what the visitor, along with other 
competencies are traditionally paying for by employing a guide. Cohen (2002) 
makes the highly relevant point of the rise in the trend of questioning the long-held 
acceptance of the authority, particularly but not exclusively by younger people. The 
status of knowledge, in particular 'expert knowledge' in the context of post- 
modemity has undergone radical change and been called into question like never 
before.
These issues are particularly pertinent to the heart of this study for two reasons. The 
rise of democracy in the developed world has witnessed the diminishing of many of 
society's gods such as the teacher, the doctor, the policeman, whose positional 
power have been questioned like never before. In this light, the tour guides' 
knowledge has become more open to question and scrutiny about its legitimacy. 
Therefore, the guides in Peru have a double challenge. Their audiences are mainly 
from the developed world and likely to be mature as tourists, and more importantly 
tend to take independent type holidays. They may have long dispensed with the 
idea of a need for a guide within their own trajectory of tourism experience. So 
while the guides in Peru, for example, may have a 'captive' audience on the tour 
bus, it does not follow that they are captivated by the guide or even pre-disposed to 
being engaged by the guide. In terms of the response to the guide's power 
resources, these tourists may well be displaying compliance and nothing more. 
Secondly, this type of audience may not be accustomed to receiving interpretation 
from a tour guide, since this method is less commonly used in the developed world, 
and this may pose another barrier to interaction and communication.
In this way, the success of the tour guide depends on how guides use their power, 
which in turn depends upon the quality of their training. Training needs to 
consider both style and content issues so that guides can be aware of the different 
backgrounds of their Western visitors and its impact on the tour. Equally, tour 
guide curricula need to embed the notion of the value of entertaining pluralistic 
interpretations of heritage. Training, above all, needs to develop greater awareness 
of the world at large and the key factors that have shaped and influenced tourism
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demand. The more confident a guide is in his role as curiosity-stimulator rather than 
sole knowledge-imparter, the more likely it is that his management of the group 
expectations will be successful.
3.8.9 Interpretation as Gateway to the Visited World
Moscardo (1999) focuses her work on the importance of interpretation fostering 
mindfulness in visitors. The use of an interpretation programme, whatever the mix 
of techniques, she suggests, needs to allow visitors to move from a dizzy pre-visit 
state to a receptive state of mind in order to ensure that their attention is focused for 
the visit. In this way access to the meaning of the visited world can be achieved 
giving meaning and satisfaction to visitors. Moscardo (1999) maintains that without 
context, interpretation cannot make visitors mindful. If visitors are unable to 
evaluate and make sense of context-less messages, the interpretation will not 
provide a gateway to anything but alienation and possible frustration. This is tightly 
bound up with the need to plan the themes, concepts and messages of an 
interpretative effort. This is important in the context of archaeology, which may 
require more interpretive skill than other built heritage.
Uzzell (1998:296) explains that there are two ways of attempting to allow visitors to 
access the visited world; reconstruction or recreation. The recreation approach 
adopts the use of costumed guides acting as key historical figures of the time. It 
attempts to transport the visitor back in time in an as authentic a manner possible. 
This approach allows for a 'shce of life' at the time to be glimpsed by providing the 
visual spectacle of the past. However Uzzell (1998) suggests this approach can fail to 
interpret the history and only romanticise it. Inaccurate interpretation is not 
however, the preserve of this approach, although, the reconstruction of the past 
tends to be viewed as more accurate, more heritage than 'heritat' (Wickenham- 
Jones, 1988). Uzzell (1996:297) suggests reconstruction is especially more 
appropriate for heritage tourism:
'Instead o f presenting the past as a closed system that is 'nice' to look at, a variety 
of interpretive methods can make visitors aware o f the compromises that have to be 
made in the telling of any historical account'
The need for pluralistic interpretations to be allowed to be entertained is essential 
for the visitor to really enter the visited world. Travelling back in time requires at 
least some of the complexity of the historian's and the archaeologist's tasks to be 
presented. Uzzell (1996:297) states this type of interpretation provides the visitor 
with a much more participative experience:
'It encourages people to be more critical and think about relationships and 
development, and not simply accept history as presented.'
Another important component of interpretation becoming a gateway to the visited 
world is its potential for self-discovery. Nuryanti (1996:253) explains with regard to 
successful interpretation, '... it moves into the realms o f spiritual truth, emotional
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response, deeper meaning and understanding.' This echoes Tilden's (1977:3) comments 
on how interpretation can help enrich the mind and spirit:
'...surely to stand at the rim of the Grand Canyon o f the Colorado is to experience 
a spiritual elevation that could come from no human description o f the colossal 
chasm. '
The extent which interpretation supply in less developed areas of the world can 
provide access to the meaning of the visited world depends largely on the quahty of 
the interpretation provided. While the mere sight of heritage sites can move visitors, 
understanding can be deepened by quality interpretation. However, often expressed 
by Nuryanti (1996:253) the lack of financial and technical know-how inhibits the 
quality of what is supplied:
'In developing countries, where availability o f information, infrastructure, 
education and training is limited, the contribution o f interpreters in the delivery of 
heritage is vital but often poorly developed. '
Quality interpretation allows for access to the meaning of the visited world, which 
can provides depth in visitor satisfaction. If a visit falls into the realm of positive 
experience, affection for a site and adherence to conservation message can result 
from effective interpretation planning.
3.8.10 The Power of Understanding: Affection & Memory- No Gateway, No 
Interest?
The service of guided tours and interpretative visitor centres have as their aim to 
inform the visitor of a location's uniqueness. Linked to the enhancement of the visit 
is the appreciation of the difficulties facing a site or an attraction. Echoing Tilden's 
principle of the importance of understanding, the North American National Park 
Service Administration Manual (Lingual Pond, 1993:65) expresses the virtuous circle 
as follows,
'Through interpretation, understanding: through understanding, appreciation; 
through appreciation, protection. '
Understanding is central to the ability to evaluate, which in turn is at the heart of 
resource protection - of gaining adherents to the conservation movement. 
Motivation theory (Maslow, 1957) is central to the role of understanding the 
interpretation. Without evaluation or at least the motivation to evaluate, experiences 
cannot be neither positive nor negative but remain instead somewhere in between. 
This in-between limbo is fraught with pitfalls. If the limbo state of mind is 
visualized as the fulcrum of a seesaw, this allows motivation process theory to be 
illustrated. On either side of this fulcrum are the extremes of positive and negative 
experience. If we cannot understand the interpretation offered us, or if none is 
available, then we cannot evaluate the importance of the ruins or rain forest we are 
visiting, and from here, the fulcrum can only stay in perfect balance representing 
Herzberg's (1966) triangle of indifference. This is a dangerous place for the visitor
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experience to reside, as the potential for motivation is thwarted, and calculation 
rather than commitment prevails, (Hales, 1993)
3.8.11 Quality Souvenirs from the Visitor Experience
Another key use of interpretation is to promote understanding of the environmental 
agency that provides the visitor experience (Cooper & Westlake, 1992). In the 
context of resource management it is positive experiences that ultimately win over 
visitors. Although souvenirs create revenue-earning activities for a destination, 
interpretative efforts need to extend beyond this realm. The memory of a wonderful 
day out or a holiday of a life-time make it possible for our souvenirs to be in the 
reahn of dynamic memory rather than in the shape of a T-shirt of the place. Key 
questions for positive visitor experiences are:
• Is it because of the souvenirs we buy that we remember a place?
• Is it the interpretation that made our visit unforgettable by bringing the 
place, and ourselves alive to issues to which we were previously unaware?
Above all, the challenge is to achieve a positive experience that can be evaluated 
and understood which assists the objectives of the interpretation (Uzzell, 1998). 
Imaginative use of interpretation is required if it can capture the hearts and minds 
of visitors. Since the most effective kind of power is normative power, interpretative 
programmes need to foster a commitment to the protection of site that is providing 
the visitor experience. The potential for a low-cost marketing effort is created 
through positive mouth-to-mouth information publicity.
In order for interpretation efforts to slide into the area of positive experience it is 
vital for the interpretation process to be undertaken and not short cut. The ability to 
pitch information at an appropriate level means that objectives must be defined and 
key visitor profiles obtained. One of the problems with interpretation programmes 
is the risk of offering too much targeted at inappropriate levels. Tilden (1957) 
advocated that provocation and not instruction should form the basis of any 
interpretative programme. The risk of patronising visitors with paternalistic 
interpretative efforts (Cooper & Westlake, 1991) stems from the fact that essentially 
interpretation involves the manipulation of information and by extension aims to 
alter and influence thought and behaviour, (Nyberg, 1984).
3.9 Conclusion
This chapter has outlined the origins, and future direction of heritage and 
interpretation and explored elements of heritage and cultural tourism. The 
discussion explored how the strategic use of interpretation plays a key role in 
creating positive visitor experiences that can place heritage sites in control of the 
tourism demand they receive. The difficulties experienced by conservation 
professionals by the advent of 'the heritage industry' in the mid-1980s in the UK 
particularly, were discussed as an example of the divide between archaeologists and 
the tourism professionals. The need for the relationship between the tourism and
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conservation stakeholders needs to mature in order to create dialogue in this key 
relationship for sustainable heritage tourism to be possible.
Skilful use of interpretation cannot only help visitors be mindful but make them 
satisfied, and therefore more likely to be receptive to the conservation message. As 
such, the selection of the appropriate media and messages needs to be an integral 
part of developing an archaeological site as a tourism attraction. In the case of 
developing world areas, the interpretation available is largely in the shape of tourist 
guides, which have their attendant potential and problems. The following chapter 
focuses on the role of the guide and the need for professional interpreters at 
archaeological sites.
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Chapter 4
Tour Guides as Interpreters at Archaeological Sites: 
The Need for Modern Professionals
4.1 Introduction
Tour guides have been considered the 'orphans o f the industry,' to quote Pond 
(1993:ii). Indeed the literature has given scant attention to a topic that raises a 
distinct set of issues in need of consideration. This chapter focuses on the role of the 
guide, with a slant toward their role as interpreters of heritage tourism. The 
discussion acknowledges how the definition difficulties of the role can lead to 
confusion in visitor expectations. The origins of guiding are discussed, as is the 
development of the role of the guide over time. The emergence of the modem 
professional tour guide is identified as the third generation of guides, within the 
genealogy of the profession. The discussion flags up the importance of 
standardising some of the elements of curricula for tour guide training in order to 
better manage the various stakeholders' expectations of the role.
The advantages and disadvantages of tour guides as interpreters are discussed. The 
analysis assesses them in the context of archaeological sites with a particular slant 
toward developing countries, and three key issues emerge. First, where tour guides 
are the sole interpreters available at a site, the role acquires greater importance and 
places demands on the skill of the guide. Secondly, tour guides operating in 
developing countries face increasing challenges as a large majority of visitors are 
from post-modern societies where expert knowledge is commonly questioned. In 
this light, the attendant barriers to communication are analysed so that guide-visitor 
interaction can foster site conservation and cultural transference. This is linked to 
the guide's ambassador role, which can also help connect the worlds of tourism and 
archaeology. Finally, the potential for indigenous people in the Cusco region to 
become site guides is discussed, though the need to develop appropriate training is 
highlighted.
4.2 Etymology of the Word 'Guide'
The antecedents of the word guide are far-ranging and diverse (Cohen, 1985:6) and 
its uses whatever its roots, can be found in '... mythology, allegoric literature, history 
and geographic exploration.' According to the Collins Dictionary of Etymology, the 
word guide comes from c.1480 from the old French, guider and was later supposed 
to be influenced by German and Middle English. The Old Saxon word, witan, meant 
to pay heed and wizan from the Teutonic root, meant wise, while, wisa, meant 
leader, all of which allude to different elements of modem day guiding.
4.2.1 Definition of the Word 'Guide'
The Collins Concise English Dictionary (1993) offers no less than seven entries for 
the word guide, the majority of which the are relevant this study.
'1. to lead the way for (a person)
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2. to control the movement or course o f (an animal, vehicle, etc) by 
physical action; steer
3. to supervise or instruct (a person)
4. to direct the affairs o f (a person, company, nation, etc.)
5. to advise or influence (a person) in his standards or opinions; let 
truth guide you
6a. a person, animal, or thing that guides
6b. (as modifier): a guide dog
7. a person, usually paid, who conducts tour expeditions, etc. '
Behind what appears to be a simple matter of definition, lie more complexities. 
Cohen (1985: 6) states that,
'For all its apparent simplicity, 'guiding' is a complex concept: and while there are 
many different types o f guiding, some of this complexity also marks the tourist 
guide.'
The multiplicity of meanings in the word and of types of guide that are currently 
employed within the industry renders discussion about the role of the guide far 
from straightforward. Some of these difficulties are best dealt by exploring the 
origins of the role, as Cohen (1985:2) offers in his seminal article:
To understand the structure and dynamics o f the role o f the modern tourist guide, 
one has to examine these antecedents, because they set the cultural background 
against which the modern role developed. '
Cohen (1985) draws this distinction on current types of guide from the two lines of 
origin of the modem tour guide, which are the pathfinder and mentor guides. 
Cohen's definitions of tour guides rest on these two key distinctions, which 
themselves, like the word guide, appear simple, but hide further complexities. 
Cohen's enquiry into the origins of the tour guide allows for an understanding of 
the evolution of the role and for some of the operational difficulties to be pondered. 
Poynter (1993:17) writing later and from an American perspective, says that despite 
the difficulties surrounding definitions, what seems to be agreed upon from an 
industry viewpoint is that whatever type of guide is being employed, there are key 
characteristics which define tour guides:
'Tour operators are usually clear about what they want when selecting a tour guide 
or tour manager. Image is usually the most important factor, but employers also 
seek persons with outgoing personalities, organizational skills, good humour, a 
sense o f ethics, the ability to make decisions, and a love o f people, places and travel'
The following sections explore definitions of tour guides and the key components of 
the role.
4.2.1 Towards a Definition of 'Tour Guide'
Defining where the role starts and stops is an important part of visitor expectation 
management. Questions such as, when does a tour guide's role slide into a tour
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leader's or a tour director's are not hypothetical but operational. There are different 
interpretations of the meaning of the job title guide in different world areas and this 
is a recognised problem within the industry. The World Federation of Tourist Guide 
Associations (WFTGA) in agreement with the European Committee for 
Standardisation (CEN), adopted a definition for tourist guide in 2003, which 
according to its website, (www.wftga.coml is:
'Tourist Guide:
A  person who guides visitors in the language o f their choice and interprets 
the cultural and natural heritage o f an area which person normally possesses 
an area-specific qualification usually issued and/or recognised by the 
appropriate authority'.
However, despite recent by guide associations and professional tourism bodies to 
define the role, problems still surround the role of the guide today because, as 
Holloway (1981:480) outlined over twenty years ago:
'...the occupation o f leading groups o f tourists carries a number o f different titles 
[e.g., tourist guide, tour leader, courier, etc.] and there is little consensus on their 
use ....'
One of the reasons why tour guiding is not universally defined with ease is also 
linked to its relative immaturity as a career (Cohen, 1985). Holloway, (1981:480) 
stated that the recent emergence of the occupation means that the role is, '... subject 
to interpretation by the passengers taking part in the excursion,'. These nomenclature 
difficulties create confusion in terms of the distinctions between these different jobs, 
especially in relation to their expectations of the role in the mind of the relevant 
stakeholders. When is tour guide a tour leader? When is courier a tourist guide? 
Although these may appear to be riddles, they are valid operational questions. It is 
difficult to identify the natural 'cut off points where one role stops and another 
starts. Figure 4.1 below highlights this issue with reference to the lexicon used in the 
US context (Poynter, 1993:5).
The Guiding Field Title Continuum
Titles That Can Appear a t A ny Point or 
a t Interchangeable Points along the Continuum
End of 
Continuum
Step-on
Guide
I
Q
I
I
I
I I
End of 
Continuum
Tour
Manager
Figure 4.1: The Guiding Field Title Continuum: The Terminology Dijficulties in the World of Tour
Guiding, Adapted from Poynter (1993).
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The US context is relevant to this study as this lexicon is regularly used in Peru with 
regard to the different guides operating within the country. Poynter (1993:3) clarifies 
that within the US context the term 'Tour Manager' usually refers to the most 
professional level of guide, while on the other end of the spectrum, the 'Step-on 
Guide' refers usually to a person beginning to develop a guiding career. In Peru, the 
English terms, tour leader, tour director and the Spanish guta are sometimes used 
interchangeably to refer to a guide. This is not uncommon in other developing 
regions, where employees may be expected to be tour director, tour escort and then 
turn themselves into tour guides with specialist commentary upon arrival at the 
destination. Defining the role is important as it is directly linked to wider issues 
such as the guide developing as a link between the key stakeholders of a destination 
and being a facilitator of site sustainability.
The World Travel Dictionary (1999:157) defines tour guide as;
'Tourist g u id e - A  person who possesses an area-specific tourist guide qualification 
recognised by the appropriate public authority in the country concerned. The 
tourist guide's role is to guide visitors from home and abroad, in languages o f their 
choice, interpreting the natural and cultural heritage o f the area...'
This definition contains the seeds of issues that are discussed further later in this 
chapter on the disadvantages of using tour guides. If the guide lacks appropriate 
training, in language proficiency, tour management or subject-knowledge, there are 
quality implications for the visitor experience. In Peru, as in other developing 
countries, tour guides are the main type of interpretative supply. This study focuses 
on tour guides who are usually, but not exclusively, a native of the country in which 
they are working. It focuses on the tour guides who work freelance for several 
agencies and who accompany individual or groups of tourists to archaeological sites 
and who aim to explain the place to them.
Figure 4.2 overleaf shows the different types of guide names explained above and 
their relationship to one another. The type of guide that is of interest to this study is 
the tour guide at the end of the chain in this diagram
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Tour Operator
(Tourist's Home Country)
Tour Leader (UK)
Tour Conductor/Director (US)
(Usually from  Tourist Home Country)
Tour Escort
(Specialist Guide who sometimes 
accompanying group, and is usually from 
home country as is tour leader)
Tour Guide
(Official Guide from Destination Country 
Employed by Local Agency!Operator 
as a supplier to 
Tour Operator 
in tourist home country)
Figure 4.2: The Connections between Tour Guide Types & Job Titles
4.3 The Place of the Tour Guide Within the Range of Interpretation Supply
The tour guide was the original form of communication between people explaining 
and people learning about a place. While other types of interpretation evolved 
during the development of the tourism industry, the tour guide continued to be key 
within the overall supply up until the late 1970s and early 1980s in more developed 
countries. The tour guide was the first and only type of interpretative supply 
(Tilden, 1977) available and therefore, for a considerable period of time, the role of
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the tour guide occupied a powerful position and enjoyed important status. The 
importance of the tour guide suffered decline when other forms of interpretation 
were developed and implemented. However, during the era of mass tourism, when 
larger numbers of people were able to travel, the need for guides to shepherd 
tourists began to increase and with it the formalizing of the guide role began. 
Between the 1960s and the 1980s the tour guide role was central to interpretation. 
Tour guides enjoyed the status and popularity of travel itself. This situation then 
changed due to two factors. One was the maturing of the tourists themselves 
(Davidson, 1994) who no longer felt the need for protection and guidance, at least 
for short-haul trips. The need to explore and be 'independent' began to grow in 
popularity and holidaymakers increasingly dispensed with tour guides along with 
full board arrangements. The second key factor is linked to the leisure market 
during the 1980s and 1990s in the UK. Two socio-economic changes shifted the place 
of the guide within the range of interpretation supply. First, the use of tour guides 
was reduced due to high labour costs and secondly this was made possible because 
the introduction of new interpretation techniques.
However, the place of the tour guide within the range of interpretative supply has 
come full circle. Over the last decade the importance of quahty service has grown 
and the need of skiUed professionals such as qualified tour guides has also 
increased. Of particular relevance to this study research has shown that certain 
narratives are more effectively communicated when delivered person-to-person 
(Malcolm-Davies, 2002). Of late, more and more attractions in the UK, and also 
across other parts of the developed world, are returning to incorporate human tour 
guides into their interpretative supply.
4.3.1 The Place of the Tour Guide Within the Range of Interpretative Supply of 
Less Developed Countries
The place of the tour guide in less developed areas has undergone much less change 
over the last twenty years. In general, less developed countries, tend not to have a 
range of techniques as they operate with limited financial and technical resources. 
Therefore, in this context tour guides occupies much the same position they enjoyed 
in the more developed coxmtries during the 1960s and 1970s. The tour guide is 
considered the jewel in the interpretation crown and is respected as a key 
community member.
4.3.2 The Place of the Tour Guide Within the Research on Interpretation
Although the role of the tour guide in the story of the tourism industry is readily 
understood, it is not so well documented in the literature. What has been recorded is 
largely vocational and of the literature on interpretation, it is the subject area with 
the least written about it, though from the mid-1980s, the subject of guiding began 
to move into a more academic debate, (Holloway, 1981; Cohen 1985; Pearce, 1985; 
Pond, 1994; Bras & Dahles, 1999; Bradt, 2000; Ap & Wong, 2001; Cohen, 2002). 
Though, even here, it was only very recently that the links were drawn between 
guiding and the wider tourism issues such as service quality and destination image.
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(Ap & Wong, 2001; Dahles, 2002). Only more recently has the need to reconsider 
training for guides emerged in the literature due to changes in the profile of demand 
and the politics of presentation (Cohen, 2002; Black, 2004), and this despite how the 
early literature (de Kadt, 1979) stressed the importance of the guide as interface 
between a destination and its visitors. Nettekoven (1979: 142) referred to the guide 
as a 'mediator', while van de Berghe (1980: 481) chose 'middleman' and McKean 
(1976:6) used the term 'culture broker' to define the guide.
While tourists have become more independent over the last twenty years, (Cooper et 
a l, 1994), little attention has been given to the role of tour guides, especially local 
guides. However, what attention has been paid to this topic, (Cohen, 1982; Adams, 
1994; Cohen, 1985) has been in-depth though largely country-specific. Pond (1993) 
attributes this omission to the problems of defining the role of a guide. Although 
this is not to say, as Pond (1994) points out, that it is a subject not worthy of research 
but in fact, quite the contrary. Indeed, it is the recent work of Dahles (2002:784), that 
stresses the importance of the high quality guide as a strategic factor of destination 
management,
'The industry, the media, and government officials are beginning to see that a 
guide's role extends well beyond welcoming and informing tourists.'
Echoing Pond (1993), Dahles adds (2002) that the ambassador role of a guide can 
shape destination image at site, regional and national level. In this light, the 
importance of the tour guide within the tourism system has begun to be recognized 
by academics as a vaHd research topic.
4.4 Development of the Role of the Tour Guide
4.4.1 Introduction
Cross (1985) in his practical handbook for tourist guides offers a condensed but 
illuminating history of tourist guiding in Britain. Cross' work covers the 
development of vetturino guides for aristocratic travellers on the Grand Tour in the 
17‘h century, to the beginnings of organized guided services in the early 20* century. 
Up until the late 19* century, there is no evidence of guiding services being 
available or any training facility for this, though local guides, in the shape of clergy, 
wardens of student colleges and housekeepers were said to offer guiding to visitors 
in order increase their low wages. In a sense, this stage of development is not 
dissimilar to the current development of local guides in areas where tourism is less 
mature as an industry. With the exception of Cook's tours, there were few guides 
employed regularly and of those who were occasionally hired to escort wealthy 
tourists, (in a pre-war context) Cross (1985:3) explains;
'The quality of their service varied greatly and they often touted for custom in 
rivalry with each other and in such centres as Oxford, Cambridge, London & 
Edinburgh. '
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Over the next fifty years, various developments occurred with regard to fo r m a l i z in g  
and extending training for the profession. The British Travel Association in 1946 
heralded the first official acknowledgment of the importance of guides in 
developing a destination image consistent with that used in tourism promotion.
4.4.2 The Development from Original Guide to Professional Tourist Guide
The tour guide's role has a dynamic development that according to Cohen (1982) 
runs along a continuum of leading and interpreting for the visitors. Figure 4.3 
shows the development of the tourist guide and the different focus of each job. The 
'original guide' has an 'outer-directed' focus, which is based on geography and 
physical access to the desired destination. It is difficult to date the beginning of this 
role, but 1800 is a probable base-line marker date. The tourist guide moved from 
only offering physical access to the desired destination and developed into offering 
destination-specific commentary. The focus of the role was to provide information 
and insights on the attraction to the touring party, this usually meant that the guide 
was trained and known officially as a tourist guide. The focus of the 'tourist guide' 
is 'inner-directed' denoting the shift away from only physical access and moving 
toward the dissemination of information and intellectual exchanges between guide 
and visitor. This continuum has developed further since the 1990s, with the modem 
tour guide role increasingly necessitating both an inner and outer-directed focus 
with an emphasis on interpretation as shown in Figure 4.3.
Cohen (1972:236) explains the development of the tour guide role, as it is currently 
know:
'The dynamics of the guide's role can be conceived o f as a transition between two 
polar types; namely, from the outer-directed original guide -  typically an 
untrained local person who leads the way and guide -  typically a trained outsider 
who interprets attractions and provides social leadership to the travelling party. '
Original
Guide
Outer- Inner-
Directed Directed
Focus Focus
Professional 
Tourist Guide
Typically Untrained Local Person 
Leading the Way
1800s
Typically Trained Outsider 
Interpreting Attractions 
& Providing Leadership to 
Travelling Party 
1970s
Figure 4.3: Continuum o f Tour Guide Role Development Over Time: Focus o f both Original and
Tourist Guide.
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4.4.3 Development of Training & Professionalism in Tour Guiding
In some countries, guiding has developed to a professional level while in others 
entry qualifications are not as yet officially outlined. In some countries specific 
bodies have long been established to set standards and validate training to the 
profession, notably in the UK, the US, Australia and Canada. In the main, these are 
located in the more developed countries and this is a reflection of the time that 
tourism has been officially recognised in those areas. However, this is not to the 
exclusion of less developed areas and recent development in Belize and Guyana are 
examples of the development of professionalism in tour guiding as these countries 
have invested in improving their guiding product. This section first reviews the 
development of the guiding in the UK, which has spanned fifty years and provided 
a model for training worldwide. Secondly, it examines and reviews the main 
developments of other professional tour guide bodies around the world.
The Institute of Tourist Guiding was established in 2002 in order to act as the overall 
standard-setting body for the profession of guiding. This was the most important 
development for the profession since the introduction of the Blue Badge 
qualification in 1951. According to its website (http://www.itg.co.uk), one of the key 
reasons for the creation of The Institute of Tourist Guiding was;
'. ..w ill create a career structure in the rapidly expanding profession o f tourist 
guiding and heritage interpretation. '
The creation of the Institute of Tourist Guiding signals recognition of the increasing 
need for human interpretation for the future of tourism industry, in particular 
within a post-modern context. The Institute of Tourist Guides, on the other hand is a 
purely academic qualification body, which accredits training programmes, though it 
does not train guides directly itself, but it trains trainers and examiners.
The European Federation of Tourist Guides Association was established in 1986. 
According to its website (http://www.touristguides.europe.org/about.html) the FEG;
'...has been working in close liaison with the relevant EU  and national 
government departments on a proposal for an EU  recommendation for minimum  
standards in Tourist Guide training and qualification. '
On training, the FEG website states that each member country's training courses are 
embedded in its educational framework, although the FEG points out that there 
need to be key areas of proficiency shared by training courses throughout Europe. It 
refers to these areas as a 'common platform' and lists them as such knowledge, the 
art of guiding and languages. Following its 2003 Convention, two new tests were 
designed to ensure best practice across Europe. The first was a common Language 
Proficiency Test and the second, was a Communications Training test, focusing 
more on the art of guiding.
In the US in 1998, members of tour guide associations and guilds formed the 
National Federation of Tourist Guide Associations-USA across country to discuss
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issues pertinent to guiding. The website (www.nftga.comi explains the initial idea 
behind developing an umbrella organization such as NFTGA,
'... is to promote effective training and continuing education, while upholding a 
strict code o f ethics and demonstrating the highest degree o f professionalism.'
Within the US now represented under the NFTGA, there are several associations 
working in different states, notably the Chicago Tour Professionals Association and 
the Professional Tour Guide Association of San Antonio. Within a worldwide 
context, the World Federation of Tourist Guide Associations was established for the 
following aims (http://www.wftga.org),
'To establish contact with Tourist Guide Associations throughout the world, to 
reinforce their professional ties and to promote and protect the interests o f 
professional tourist guides
1) to represent professional Tourist Guide Associations internationally
2) to work for the improvement o f the quality and reputation o f the 
profession o f Tourist Guides worldwide
3) to hold a Convention o f Tourist Guide Associations at regular 
intervals. '
The development of professional associations denotes recognition of the importance 
of the tourist guide role within the overall framework of the industry. Some of these 
bodies, such as the recently created Institute of Tourist Guiding, state that the need 
for standard setting and accreditation is higher than ever as interpretation, 
particularly of heritage attractions is increasingly popular.
4.5 The Role of the Tour Guide
4.5.1 Introduction
The work of Erik Cohen (1982; 1985) is used in this section to provide a theoretical 
framework for the discussion, as he was the first to offer a dissection of the 
component parts of the role. His work has laid the foundations for the subsequent 
research on the wider role of the tour guide in service quality and destination image 
(Ap & Wong, 2001; McDonnell, 2001; Black, 2001).
This section discusses the role of guide in a generic way. Cohen's earlier model of 
1982 showing the four spheres of guidance that the guide moves between is 
analysed as it provides useful contextual theory for the purposes of this study. The 
role of the tour guide with specific reference to the interpretation of archaeological 
sites is later discussed.
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4.5.2 The Roles within the Role of the Tour Guide
The difficulties of defming the job of tour guide are linked in part to the difficulties 
of defining the current role of the tour guide. As Holloway (1981:485) expresses it, 
'...the guiding role is composed o f a number o f sub-roles.' These sub-roles often create 
strain and conflicts and some guides consider the more mundane roles as less 
important of their attention than others, (Cohen, 1985). Cohen (1985) explains that 
the salience of these sub-roles depends on guide type. The pathfinder's main role is 
to create physical access for their visitors, while the main role of the mentor type 
guide is to provide them with information about the visited place and each guide 
type; there are key roles and sub-roles within the job. It is difficult to talk of the 
primary role of a tour guide as most commentators agree that there are several roles 
required of the guide, often simultaneously.
Pond (1993) echoing Cohen (1985) discusses the complexities of the roles of guides 
in the light of the difficulties of one single person possessing the broad range of 
skills required for the job. Pond (1993) categorised the key roles of a guide as leader; 
educator; public relations representative; the host; the conduit, but ultimately 
during the guiding experience, these get synthesised and are applied almost 
simultaneously. However, most researchers on the topic (and where guides own 
views have been sought, they also agree) have found that the key role of the guide is 
that of information-giver.
4.5.3 The Inner & Outer Directed Activities of a Tour Guide's Role.
Cohen (1982; 1985) developed models to illustrate both the types of activity 
involved in guiding and also to delineate the distinct spheres of operation. Cohen's 
work therefore offers an analysis of the key generic roles of the tour guide. Cohen 
described the guide's role as having two main types of activity; one was inner- 
directed, while the other was outer-directed. Some activities are more to do with the 
external world being visited (outer-directed) while others (inner-directed) are 
related to the relationship between the guide and the visitors in the party. Cohen 
describes (1982:236) the outer-directed component as 'activities oriented toward the 
physical environment or the inhabitants of the region.' The inner-directed activities are 
described as 'activities oriented toward the tourists in the guide's party.'
A s  figure 4.4 below shows how the inner and outer-directed activities work within 
the same role and how the guide has to regularly alternate between them. One 
moment the guide may be informing visitors of access to an attraction and the next 
they may be giving them commentary on it. The outer-directed activities occur in 
the spheres of geography and interaction, while the inner-activities activities occur 
in the social and communicative spheres of guidance.
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Visited Attraction/Destination
Outer-Directed
Activities
(geographical and interai 
spheres)
Inner-di
(social and 
‘ comm uni^tive 
spheres)
Visited Attraction/Destination
Figure 4.4: The Inner & Outer Directed Activities o f the Tour Guide Role, Adapted from  Cohen
(1982/
4.5.4 The Four Spheres of Guidance in a Tour Guide's Role
The model affords insight to the subject of sub-roles due to Cohen's separation of 
the guide's role into four distinct 'spheres' of operation. The model recognises what 
Pond (1993) notes, that sub-roles are synthesised in the practice of guiding. Cohen 
(1982:245) explains that the degree of this synthesis will depend on the type of 
guiding involved:
' The structure of the role of a specific type of guide can he characterised by the 
emphasis given to each of these spheres; similarly, a change in the guide's role can 
be expressed as a change in such emphasis. '
Cohen (1982:236) explains these terms thus, making reference to the research done 
previously on the topic:
'1. Geographical -  This relates to the literal connotation o f the term 'guide' as in 
'pathfinder', i.e, as one 'who leads or shows the way, especially to a traveller in a 
strange country (Oxford, 190T.IV/490). The modern tourist guide's role 
apparently first emerged in this capacity (Knebel, 1960:27).
2. Interactional -  The guide as the mediator, or 'go-between' (Coffman, 1959:140; 
Shanklin, 1980) between the tourist and the local population, who assures the 
tourist of hospitality in a strange environment (McKean, 1976:10-11), assuages
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native suspicions and hospitality, and helps in transactions between the tourists 
and the natives.
'3. Communicative - The guide as one '...who is hired to conduct a traveller or 
tourist...and to point out objects of interest' (Oxford, 1901:IV/490).'
Here Cohen qualifies this general task, adding:
'To 'point out objects of interest' is o f course only a minimal, base line, 
communicative act: to tell the important from the insignificant, the 'sight' or 
'attraction' from  the flow  o f impressions impinging upon the tourist (McKean,
1976a: 10 finally he offers an interpretation of the sight (Schmidt, 1979:446)
endeavouring thereby to endow it with 'meaning' in terms o f the tourist's prior 
experience and expectations (Holloway, in press). He thus becomes an 'interpreter 
o f travel impressions' (Knebel, 1960:120, or a 'culture-broker' (McKean, 1976a: 
1976b: 244).'
The fourth and final sphere is the social sphere, also inner-directed, in that it is to do 
with the tasks undertaken by the guide for his tour party,
4. Social -  The guide as one who looks after the cohesion, morale and conviviality 
of the travelling party, a 'Stimmungsmacher' ('creator o f atmosphere') in Knebel's 
phrase (1960; 120), who '...integrates the groups o f tourists among themselves' 
(Schmidt, 1979:454), and who functions as 'an important agent o f group 
integration and instigator o f sociability' (ibid: 457). '
The role usually means that the guide will be obliged to work in all four spheres of 
guidance, though different types of guide will be more familiar with one or two 
spheres and may not have much experience of the other two. One example is the 
pathfinder type of guide who is the type of guide that works predominately in the 
geographical sphere, though to some extent also in the inter-actional sphere as they 
may need to mediate between local people and visitors. And while the pathfinder 
leads visitors to the attractions and points them out, it is not common for this type of 
guide to comment on the destination and exercise some responsibility for some level 
of group cohesion. While the pathfinder is less likely to guide in the communicative 
or social spheres, part of their work will involve these spheres of operation. 
Therefore, the key spheres of guidance the pathfinder guide operates in are those 
that are concerned with outer-directed activities, as shown by Figure 4.4 Figure 4.5 
however, shows that the spheres of guidance are inter-connected and that whatever 
type the guide is, the guide will move into all spheres even if it is only briefly. While 
there is connection between the spheres, Cohen's model makes each distinct for the 
purpose of analysis.
Visitor satisfaction is linked to these spheres of guidance as visitors may or not 
know the strengths and weaknesses of each type of guide and this is linked to the 
issue of undefined job types in guiding. If the industry itself is unclear about what 
certain guides do then it is permissible if the tourists themselves are unclear. Due to
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this lack of clarity, it is probable that tourists may expect that the guide to be able to 
operate competently in all these spheres. The complexity of the role and the lack of 
clarity on the subject of key areas of expertise may have implications for visitor 
expectations and visitor satisfaction.
Geographical
Sphere
ilitteractiotial Communicative
Sphere^ Sphere
Figure 4.5: The Inter-Connected Nature o f the Four Spheres o f Guidance, Adapted from Cohen
(1982/
4.5.5 The Key Components of a Tourist Guide's Role
Cohen's later work on tour guides (1985) comprised just two spheres - that of 
leadership and mediation. The matrix model below in Figure 4.6 shows the four 
components of the role; instrumental, social, interactionary and communicative. 
These components are either inner-directed, (referring to the micro-world formed 
by the tour guide and his party) or outer-directed, (referring to the macro-world of 
the destination and the wider world in general).
There are two spheres of guide operation in the matrix; leadership and mediation. 
The leadership sphere includes the first and second components, the instrumental 
and social, while the mediatory sphere includes the third and fourth components, 
the interactionary and the communicative. The meanings of these are discussed in 
the sections that follow.
Leadership
Sphere
Mediatory
Sphere
Outer-Directed Inner-Directed
(1) (2)
Instrumental Social
Direction/ Access/Control Tension Management
Integration
Morale /  Animation
(4) (4)
Interactionary Communicative
Representation / Selection/ Information
Organization Interpretation/Fabrication
Figure 4.6: M atrix Model Representing the Key Components o f the Tour Guide's Role, Adapted
from  Cohen (1985:10).
It is the communicative component that distinguishes a professional tour guide 
from other types of guide, as Cohen (1985:21) explains:
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.. the principal dynamic in the transition from  the Original to the Professional 
Guide's role's is thus away from  leadership and towards mediating, and away from  
outer-and towards the inner-directed sphere, with the communicative component 
becoming the kernel o f the professional role.'
The instrumental component of the matrix is numbered as the first while the 
communicative component is numbered fourth. This numbering represents the 
development from the basic skills of guiding to the more sophisticated components 
of the work. The first two components are linked more closely to the leadership 
sphere of the guide, and the last two are linked with the mediatory sphere.
4.5.6 The Leadership Sphere
The leadership sphere encapsulates both inner and outer types of activities. By turn, 
the guide will need to lead the group through the physical terrain (outer-directed 
leadership) and then wül need to lead by example and set the tone for the tour 
party, (inner-directed leadership).
4.5.7 The Instrumental Component
This component consists of three elements; direction, access, control and the context 
is largely geographical and physical which corresponds to the pathfinder's key 
spheres of guidance. This component is also linked to the smooth running of the 
tour as Knebel (1960:120) terms it, 'an ongoing social enterprise', which resonates with 
Adler's (1989) work on the discourse between a guide and visitors on tour.
4.5.8 The Social Component
This component consists of four elements; tension management, integration, morale, 
animation. This component of the role is linked to the inner-directed leadership 
sphere where the guide (Cohen, 1985:12),
'. ..has responsibility for the cohesion and morale o f the touring party and stands in 
some contrast to his role as an instrumental leader.
The guide will need to manage tasks that may present some conflicts, since 
instrumental leadership involves a level of authority over the group, while social 
leadership requires relinquishing it to connect with the members of the tour party to 
ensure the sociability of the experience. Therefore, as discussed in the previous 
chapter, the guide needs to learn to manage his positional power.
4.5.9 The Mediatory Sphere
The mediatory sphere also encapsulates both inner and outer types of activities. By 
turn, the guide will need to represent the group in the visited terrain by placing 
himself between the destination and the tour party in order to reassure the visitors. 
At other times the guide will also need to organize practicalities such as provision of 
services and facilities (outer-directed social mediation). In these instances of social 
mediation, the guide becomes a 'middle man', as Van den Berghe (1980:481) notes.
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At other times, the guide will need to undertake cultural mediation in the role of 
'culture broker' (McKean, 1976:243). This is concerned with the communicative 
component and the mediation in the communicative component is linked to a 
guide's role as interpreter.
4.5.10 The Interactionary Component
There are two elements in this component; representation and organization. This 
component of a guide's role is linked to the function of middleman between the tour 
party, the visited destination, its people, attractions and facilities. Freelance guides 
are often representing a company as well as a country to a group.
4.5.11 The Communicative Component
This component consists of four elements; selection, information, interpretation and 
fabrication. Some writers, (Holloway, 1981; Pearce 1984) consider this component to 
be the principal component of a guide's role and this is the component that is given 
most importance in the formal training of professional guides. De Kadt (1979:57) 
expressed that this is often not strongly enough emphasised resulting in less than 
perfect quality guiding. According to Chen, (1985:14) the elements in the 
components can be ranked in accordance with the extent to which the guide acts as 
culture-broker between the destination and the visitors.
4.6 The Development of the Professional Tour Guide
It can be seen from Figure 4.7 and the above discussion, that the role of the tour 
guide is composed of four key components; instrumental, social, inter-actionary, 
communicative. Each component contains certain elements linked to the guide's 
tasks. The component that distinguishes a professional tour guide is the 
communicative component. The ability to select information with skill so that 
visitors can make sense of destination commentary is fundamental for effective 
interpretation. Figure 4.7 shows the different components of the role and stages in 
development of a professional guide.
Stage 4Stage 1 Stage 2 Stage 3
Figure 4.7: Key Component Parts of Tour Guide Role Expressed as Stages of Development in the
Guiding Occupation.
Each stage represents a building block of discrete learning as shown in Figure 4.7. A 
less well-trained guide, or a less competent guide may only have mastered stages 
one or two of the role. With appropriate training however, the skills of stages three 
and four can be leamt allowing the guide to achieve the pinnacle of communicating 
and interpreting a destination.
4.6.1 The Tour Guide as Access Provider
A  basic but key role for any guide is the provision of safe access to and from the 
required site or destination, as a lost guide would inspire no confidence. The guide 
needs to know where they are taking the group and this is partly why they are 
being employed. As previously discussed, Cohen's model (1985) states that access 
comes under the leadership sphere of the role. Access according to Cohen (1985:11) 
is linked to direction which:
'Assum ing that the general route and ultimate destination o f the tour are usually 
set in advance, the guide is responsible for the spatio-temporal direction o f the trip: 
to fin d  and sometimes choose the way, which under unsettled conditions may 
necessitate considerable orientation skills.'
Access can often be a contentious point as conservation agencies may wish to limit 
it. In less developed countries, access to the site for local residents is often denied as 
traditional management favours zoning of people from monuments (Alderson & 
Payne Low, 1976; UNESCO Bali, 1994). Access does not always concern the physical 
level. While the tour guide (and the tour bus driver) may be able to get the visitors 
to a place, it is not within their control whether the visited place, according to the 
policies of the bodies responsible for it, let the visitors really access the meaning of 
the place. ICOMOS (1999:1) couch their position on access in wider terms embedded 
in the politics surrounding heritage management,
'A  primary objective for managing heritage is to communicate its significance and 
need for its conservation to its host community and to visitors.'
Access is both a right and a privilege because of the different situations surrounding 
heritage monuments and sites in different world areas. Although it is a right to 
access the past and its meanings to experience cultural enrichment, this access is not 
always granted, either on a physical, emotional or intellectual level. It is a privilege 
to access cultural enrichment however and this is relevant to the role of the guide in 
providing access on a deeper, more affective level. It is also important that a guide 
ensures visitors know about any out of bounds areas. In certain cities, a guide may 
recommend that visitors do not access certain areas, which might be deemed 
dangerous. In creating access to what MacCannell (1974:597-8) named the 'back- 
regions' of destinations, tour guides have some responsibility for positively 
influencing their party's behaviour once they accessed this privileged space. Guides 
need to use their positional power to promote conservation values in their tour 
party. This is also linked to how responsible behaviour on behalf of tour guides 
allows guides to bridge the distances between tourism and archaeology.
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4.6.2 The Tour Guide as Translator
Due to the fact that a large proportion of travel comprises international trips (WTO, 
2000), the tour guide role has the role of translator embedded within it. Most tour 
guides working with international visitors have proficiency in at least one foreign 
language (Pond, 1993) and some have several. English is the main language for 
many tour guides, with Spanish and Japanese being popular languages. The tour 
guide must translate for the visitors the discourse that flows between them and the 
destination. These exchanges may be of a practical nature and may well be linked to 
communicating with the group about issues of access, such as changes to itinerary 
or transport delays. On a more sophisticated level, the tour guide must translate the 
destination or the site for the visitors and provide a commentary, which allows the 
visitors 'into' the place and literally decodes it for them. The more different the 
destination is from the host country, the greater the need will be for such 
translation.
Cohen makes reference to this interpretative effort, by building on Tilden's (1957) 
principles. Cohen (1985:9) states that the tour guide is responsible for, '...the  
translation o f the strangeness o f a foreign culture into a cultural-idiom familiar to the 
visitor/ Without the translation provided by the tour guide, it will be very difficult 
and sometimes impossible for the visitors to know what is being said to them either 
directly (speech from local people) or indirectly (printed media and signs) at the 
destination. The tour guide translates the language of a destination, converting it 
into a recognisable shape for the visitors. Therefore the translation role of the tour 
guide functions on both literal and figurative levels. Holistic interpretation rather 
than the verbatim translation of facts and figures about a destination is required if 
intellectual and emotional access can be granted to visitors.
4.6.3 The Tour Guide as Information-Giver
A  study undertaken by HoUoway (1981:485-486) showed that of the tour guides 
sampled in a survey, the majority believed that the most important aspect of their 
job was the role of information-giver. However, Pond's (1994) research indicates 
that this was not the most salient need of the visitors sampled. Cohen on this topic 
(1985:15) refers to McKean (1976:14) and Nettekoven (1979:142) and expresses this,
'The dissemination of correct and precise information is by many considered to be
the kernel o f the guide's role. '
While this aspect of the trained guide may be true, it is important to bear in mind 
how much the visitor profile has changed in the twenty years since Holloway's 
work was published. The perceived veracity of the information has come under 
scrutiny because post-modern visitors appreciate how the selection of data can be 
due to political agendas, which is likely in the context of heritage sites due to their 
often-contentious nature, (Richter, 2002; Cohen 1985).
Therefore, while one important role for the tour guide is informing visitors, it is 
perhaps helpful to make a distinction at this point as to types of information. The
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tour guide will need to impart practical information such as itinerary instructions, 
departure times and pick-up points clearly and unambiguously. However, in order 
for a guide s destination-commentary to be perceived as legitimate, the information 
needs to be handled carefully. It is important that tour guides understand the 
power of admitting that they cannot know everything about a place, despite their 
training.
The role of information-giver is important for the tour guide, but the distinction 
between information and interpretation is critically important. Cohen (1985:15) 
states how, '...interpretation and not the mere dissemination o f information.' is the 
hallmark of a professional guide.
4.6.4 The Tour Guide as Story-Teller
Linked to the ability to interpret a destination or a site is the skill of allowing a 
narrative to emerge from the tour for the visitors. The tour guide needs to be able to 
shape the information about a place into an interesting story. There are different 
points of view on the role of the guide as storyteller. One of the advantages of 
envisaging the tour guide as a storyteller is that in providing a narrative, a context 
emerges naturally giving the visit more meaning. Context allows visitors to be able 
to slot the destination-commentary into whatever previous knowledge the visitor 
brings, (Pearce, 1984).
Moscardo (1999:84) discusses the importance of context, 'No matter how mindful you 
are, without context it is nonsense/ When guides take on the role of storyteller they 
are increasing the likelihood that visitors have a meaningful experience. As Beeho & 
Prentice (1995:244) express of the interpreter guide at Blists HiU in Ironbridge in the 
United Kingdom, they '... put the exhibit into a context so that it isn 't ju s t a building.' 
As Voltaire said, a master at the art, 'to tell all is to bore', and similarly a guide 
should avoid over-loading the visitors with too much information but focus on 
shaping an interesting narrative out of all the available data relevant to the visitors 
being guided.
4.6.5 The Tour Guide as Animator
The role of animator is subtly different from the role of storyteller but it does draw 
on some of the same skills. The role of animator according to Malcolm-Davies 
(2002:9) is the:
'..immediate point o f contact between the visitor and the heritage site and is capable 
o f providing spontaneity, worth and genuineness -  all features o f an authentic 
experience. '
Within the context of a tour guide's role, the above description is most relevant for 
heritage tourism interpretation as these are the result of high-level communicative 
skills. According to Arkoun (1994:8) animators require professional training, as they 
are, '. ..mediators o f the whole cultural identity o f their countries. ' The role of the guide as
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animator is linked directly to the social component of the role. The animator must 
introduce an element of liveliness to a tour, be it a half-day or a three-week holiday.
4.6.6 The Tour Guide as Ambassador
Several writers comment on this aspect of the role of the guide (Pond, 1994: 
Holloway, 1980; Pearce, 1984; Cross, 1985). Doswell (1991:282) states that,
'M any visitors form  their impressions o f a country through the tourist guide. The 
skills o f these people are therefore a major influence on the quality o f the overall 
tourism product'
The ambassador role is also linked to the mediator role. According to Ryan & 
Dewar (1995:295) guides are 'custodians of a country's culture'. The guide as 
ambassador is a go-between for the country and the visitor. In certain situations, 
according to the political situation of the country in question, this ambassador role 
mediates and controls what the visitors hear about the reality of life in the country 
(Dahles, 2002: Henderson, 2004). Under dictatorial regimes, tour guides wiU be 
bound to represent and uphold the status quo and opportunities for the tourists to 
hear dissenting voices are likely to be few and far between. This is linked to the 
'selection' within the communicative component of the mediatory sphere as shown 
in Figure 4.6. The tour guide as ambassador has the potential to manipulate the 
view of the destination for the visitors. Without fluency in the language of the native 
population, the visitor is vulnerable to the guide acting as a censor at a destination.
4.6.7 The Tour Guide as Bridge
In destinations where language and customs are difficult for visitors to negotiate, 
the tour guide can act as a bridge between cultural barriers. This role of the bridge is 
linked to both the leadership and mediatory spheres of the instrumental component 
of the role. The guide is leading the way in terms of how things are done at the 
destination in order to protect the local population and the tourists from any clashes 
in culture. This type of bridging is of a more practical nature.
Cognitively, the tour guide is also a bridge for the visitors to access the visited 
destination while affectively, the guide can also connect visitors to a conservation 
message through skilful interpretation of a site. The guide facilitates a transfer of 
cultural understanding for the visitors and this high level interpretative skill is 
linked to the communicative component of the role. The aim of the tour guide is to 
provide a foothold for them to be able to connect to the current place. It is note­
worthy that the more recent commentators on the topic of the tour guides' role focus 
less on the instrumental component skills, and more on the communicative 
component skills, such as bridging the intellectual and emotional distance between 
the visitors and the destination, (Tingle Pond, 1994; Ap & Wong, 2001). This shift 
reflects both evolution of the guides role and the development of tourists' needs 
over time.
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McDonnell's work (2001:1) is based on the premise that the guide is a bridge for the 
visitors. With reference to explaining the Australian way of life to the visitors, he 
states:
Tn the relatively few  pieces written on tour guides it is again surprising that little 
has been written on the role o f the tour guide in transferring cultural 
understanding. '
Basing his work on Cohen's also, McDonnell (2001:1) gives a summary of the role of 
the guide, 'the role o f bridging between two cultures is o f some importance.' In this way, 
the role of the tour guide as a bridge is closely linked to the role of the guide as 
mediator. The guide comes between the visitor and a destination and a bridge 
comes between two points that otherwise have no way of connecting. In a way then, 
all guides emerge as bridges in so far as they are bringing visitors in contact with 
places that without them, in some instances, they would otherwise not visit. The 
question that arises at this point is linked to the quality of the bridge that guides 
provide. If the quality is robust, then cultural transference may be facilitated yet if 
the bridge is of a ropy quality, such understanding may not take place. This role is 
directly linked to the key research questions of this study.
Where tour guides are the only interpretation supplied, much hangs on a guide's 
ability to bridge the cultural divide that may exist between the visitors and the 
destination. In order for the guide to provide a reliable bridge into a destination, 
thereby making its attractions intelligible, the tour guide needs to possess high-level 
skills in the communicative component of the role. For this to occur appropriate 
training is necessary. Without this ability to be a bridge into the visited world the 
destination, though physically accessible, may remain remote intellectually and 
emotionally. When travel is capable of inspiring awe and wonder, part of a guide's 
role is to provide a framework in which the visitors can give these experiences a 
context and therefore, meaning. It is arguable that this is more important in relation 
to tourism undertaken in a cultural context than in natural surroundings. It is 
arguable that the provision of such a bridge is a key part of the professional guide's 
role.
4.6.8 The Tour Guide as Mediator
The tour guide as mediator is operating in the interactionary component of the role 
and within the mediatory sphere of guidance. The tour guide must mediate, as 
shown below in Figure 4.8, between several different stakeholders.
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Figure 4.8: The M ulti-W ay Mediation Role o f the Tour Guide
The guide is a mediator between the visitor or tourists and any local people met on 
the tour or day trip. The more disparate the socio-economic backgrounds of the 
visitors and the visited, the more mediation will be necessary from the tour guide. 
This is sometimes also a problem if the visitors and the visited are politically 
opposed in some way and this is visible from religious icons such as the Jewish 
kippa, or the Christian cross that tour party members might be wearing. It is also 
possible for such tension to arise where the destination is the source of conflict over 
land ownership and tour party members make their political views known in 
sensitive situations,
A guide also needs to interpose themselves between the visitors and the visited 
place and will need to mediate with increased vigour if the local people also view 
the guide as an outsider. In some world regions, guides may be from the same 
country as the local people, but belong to a distinct socio-economic or ethnic group 
that sets them apart. This is the case in Peru where the official guides are largely 
from the urban areas and of mestizo origin, while the archaeological areas on the 
tour are often in the rural peripheries where the people are of indigenous origin.
The tour guide also mediates between the tourists and the destination in a wider 
sense of the word. If a destination's language and customs are foreign, these will 
also need to be translated, decoded and interpreted for the visitors. This is linked to 
the role of the tour guide as ambassador and as bridge. The tour guide will also, 
within the social component of the role, need to mediate between the tour party's 
members to manage tensions in order to ensure healthy group dynamics for a 
successful experience for all.
94
The above section drew out the key generic roles of the tour guide. The sections that 
follow discuss the origins of the tour guide role in society and the development of 
three distinct types of guide over time, the pathfinder, the mentor and the 
professional modem tour guide. The role of the professional modem tour guide as 
interpreter of archaeological sites then becomes the key focus of the discussion.
4.7 The Origins of the Pathfinder Guide
The origins of the pathfinder can be traced as far back as Greco-Roman antiquity 
(Cason, 1974) when locals with no training, but area knowledge abounded. The 
pathfinder guide leads the way through an area and their focus is to provide 
orientation, safety and where necessary to mediate with locals to secure their 
goodwill and hospitality for the sake of the tour party's safe passage. Cohen (1985:7) 
describes the original pathfinder role as such:
'... the pathfinder, or the geographical guide who leads the way through an 
environment in which his followers lack orientation or through a socially defined 
territory to which they have no access, ...'
The 'socially defined territory' element of the role necessitates that pathfinders have 
some level of mediatory skills to explain to the presence of strangers to natives who 
may not understand the reasons for tourists visiting their home, (Cohen, 1982). 
Pathfinders are also described as 'path-breakers' (Cohen, 1985:25) if these types of 
guide are opening up previously unvisited areas to tourists to make them physically 
accessible which allows penetration to 'a socially defined territory'. In the Cusco 
region of Pern, this is currently the case as adventure tourists are seeking new 
frontiers and trips are being organised to previously impassable areas of the region. 
Dahles (2002:786) describes the pathfinders as,
guides who restrict themselves to pointing out the route and the attractions, 
without offering elaborate explanations'
This definition is relevant for both the original and current role of the pathfinder 
type of guide, which is discussed in the section below.
4.7.1 Current Role of the Pathfinder Guide
A s  tourism has developed, the pathfinder's role has remained the same as it was 
originally, but the role's position has moved from a central to a peripheral role. Now 
the pathfinder guides are predominantly involved in assisting tourists in adventure 
activities such as fishing, climbing, and bird watching. Professional pathfinder 
guides, who have been trained to also give destination commentary, have also 
begun to develop in areas with abundant natural heritage, and Australia is a good 
example. While in developing regions, pathfinders tend to occupy the untrained 
original tour guide role.
Cohen's work (1985) expressed that the current role of the pathfinder guide was 
predominantly involved with mountaineering. Nearly twenty years on, this is still
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the case, and of relevance to this study, as adventure tourism (trekking) is a key 
attraction in Peru. The pathfinder guide is the type of guide who accompanies 
trekkers on the Inca trail. The original pathfinder role laid the foundation for the 
creation of the modem tourist guide. The development of mentor tour guides 
sprang from the pathfinder guide but it was the development of the tourism 
industry and the attendant changes in tourists' needs that forged the creation of the 
mentor tour guide and the modem tour guide. In this way, as Cohen (1985:8) 
expresses:
'Indeed, the local youths who guided the early mountaineers in the A lps were 
among the predecessors o f the modern tourist guide, [...], while the Nepalese 
Sherpas in our day acquired world renown as mountain guides o f the Himalayan 
expedition and trekking parties, [...] '
In short, the current pathfinder role is a direct and immediate predecessor to the 
mentor guide, but in many world regions, it is still a role within its own right.
4.7.2 The Origins of the Mentor Guide
The origins of the mentor guide are not as easy to trace as those of the pathfinder 
guide. As Cohen (1985:8) expresses,
'The role o f the mentor, or personal tutor or spiritual advisor, is much more 
complex in origin, heterogeneous in nature, and difficult to trace historically.'
The role has its origins in the Grand Tour where an ideal mentor for young and 
impressionable travellers was a mature gentleman with both intellectual abilities 
and an interest in his charges personal development. This mentor would be likely 
to employ local pathfinders at the destination to lead the way to destinations. The 
relevance of a mentor to this study is linked to the cultural transference from one 
party to another, (de Botton, 2002).
4.7.3 Current Role of the Mentor Guide
According to Dahles, (2002:786) the current mentor tour guide is usually found in 
developed areas, and particularly in cultural destinations and their site commentary 
has an academic slant. While the pathfinder role has moved to occupy a more 
marginal position within the modem tourism industry, the mentor tour guide's 
position has become more central in the tourism system. As Dahles (2002:786) 
explains:
'The mentor points out the objects o f interest, explains them, and tells tourists 
where and when to look and how to behave. [...] Having had formal education and 
being employed by a tour operator allows them to work in the center o f the tourism  
system.'
The dissemination of information is key to the mentor's role, which is chosen by the 
guide according to either their own personal preferences of versions of history or
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the versions they have been asked to put forward by whoever is employing them, 
Cohen, (1985). Dahles (2002:786) emphasises that their, '...extensive body of 
knowledge... distinguishes them with status. While the pathfinder's role has been 
characterised by leadership, it is important to remember that the mentor also has a 
leadership role, though this is often more strongly emphasised as, 'intellectual 
leadership' in that they must capture the visitors' attention.
Here then, the visitors are being led to fully access the visited place by a mentor 
guide s presentation skills. The distinction made by the literature falls into these two 
camps, that the pathfinders lead (physically) and that the mentor mediates 
(intellectually). While this broad distinction can be helpful as a starting point, it is 
over-simplistic and as such moved Cohen (1985) to develop his schematic 
representation model of the principle components of a guide's role. Both the mentor 
and pathfinder roles share elements of leading and mediating. The pathfinder leads 
the visitors to a discrete environment which they otherwise caimot access, but once 
there, the mentor is put in a position to be a go-between for the local people living in 
the socially defined territory and the visitors.
Similarly, although a mentor tour guide does not lead as the main role to their job 
(in the modem context the group including the guide is often led by a tour bus or 
coach driver), leadership is still required of them during the tour. The mentor guide 
job also often requires some element of organisation. The mentor tour guide leads 
the group a certain route around a site, choosing the stops and the starts and often 
dictating how long a group spends at a particular place, and where the group 
gathers to continue the trip. Even if the mentor tour guide does not plan the 
itinerary, they will still be responsible for implementing it on the ground.
If a mentor tour guide s original remit was the erudition and enlightenment of his  
charges, the current role has become more focused on the dissemination of 
destination-relevant information. W^ ith the opening up of world cultures to tourism, 
the need for pathfinder guides dimimshed as visitors could access places more 
easily. Subsequently, with the proliferation of guidebooks and maps for visitor 
orientation that followed, the need for mentor type guides was also put into 
question, as visitors could operate a 'self-service' type of sightseeing. In this light, 
the mentor guides need to refine the quality of their communication skills if they are 
to remain relevant to modem visitors. The following section discusses the current 
role of the modem tour guide.
4.7.4 The Origin of the Modem Tour Guide
The modem guide comprises elements of its antecedents and it is inevitable that in 
the future the role will continue to develop. At present, there are three types of tour 
guide in operation; the pathfinder, the mentor and the modem tour guide. The 
modem tour guide combines the abilities of the both the pathfinder and the mentor, 
Cohen (1985). The extent to which modem tour guides are present in different 
world regions depends on the level of general and tourism development and the 
area s geography. An example of a modem guide is a Blue Badge guide in the UK.
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The modem tour guide represents a third generation within the history of the 
development of guides. Figure 4.9 shows the antecedents of the modem tour guide 
while Figure 4.10 shows the different types of guide working within the relevant 
contexts of their work. Figure 4.9 shows the development of the modem tour guide 
within the evolution of the guiding.
Original Guide Tutor/ Spiritual 'G uru' Guide
Pathfinder Guide Mentor Guide
Modern 
Tour Guide
Figure 4.9: Ancestry & Evolution of Tour Guide Types
4.8 The Types of Tour Guide and Their Operational Contexts 
4.8.1 Introduction
Figure 4.9 shows the three types of guide in the tourism industry, which can be 
found operating in different world areas, according to two factors, the terrain, and 
the type of tourism product available within the country. The types of tourism 
products are dependent on the type of the country's natural and cultural resources 
(Cooper, 1993).
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Figure 4.10: The Range o f Key Tour Guide Types & Their Optimal Operational Contexts
All three types have an optimal operational context that denotes where their skills 
and abilities are best used. These contexts are important, as they will allow a correct 
match between the type of destination and the type of guide being employed. The 
pathfinder, currently in the tourism industry, is best used as a guide in natural 
destinations. This guide type is often referred to as having a marginal guiding role 
(Cohen, 1982 & 1985). This marginal role' works on two levels; first it refers to more 
remote areas of the world and second, it is in relation to the mentor tour guide 
types, who are trained and known as 'official' guides. This however differs from 
region to region as in some countries, notably Australia pathfinder guides are also 
professionally trained.
The Pathfinder Tour Guide's Operating Context
Pathfinders, due to the development of access to world areas over time, are found in 
areas where either tourism is in its incipient stage or where tourism is nature and 
adventure-based. These types of guides abound particularly in mountainous areas 
(Cohen, 1985). In Peru, pathfinder guides fall into two categories. There are those 
from the urban mestizo population who take tourists on water rafting and trekking 
trips. And there are those from the rural indigenous population who act as 
pathfinders for independent visitors without mestizo guide. As shown in Figure 4.10, 
the focus of a pathfinder's work is getting the visitors physical access to a place, and 
these are usually though not exclusively, natural and incipient destinations. In
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developed areas, these guides are not to be confused with pathfinder type guides 
who have received professional training to interpret the fauna and flora, as well 
simply providing physical access.
4.8.3 The Mentor Tour Guide's Operating Context
Mentor tour guides are found in operation in the world mainly at cultural 
destinations, which have come to be firmly on the 'tourist' map. This position is 
either due to their central geographic position, in other words, their proximity to the 
tourism generating regions or due to their mature position on the tourism area life 
cycle, (Butler, 1980). Sometimes, in the case of countries such as Spain, for example, 
these two reasons are linked. Mentor tour guides flourish in this operating context 
because there is a sufficient body of knowledge about the destination already and as 
such information is readily available to pass on to visitors. The mentor tour guide is 
present in Peru and these are known as the 'official' tour guides. These guides are 
trained either at college or university and have been granted either a diploma or a 
degree in a subject relevant to the cultural attractions of the destination. Typically in 
Cusco these subject areas are archaeology, architecture, history of art or history. 
Therefore, mentor tour guides are 'experts' in one or several subject areas relevant 
to their geographical work area. Figure 4.10 shows that a mentor's remit is getting 
the visitors intellectual access to the place and these are usually cultural 
destinations, which have a mature profile in terms of the area life cycle.
This type of tour guide abounds in cultural destinations located in the less 
developed countries of the world, though not exclusively so. A mentor tour guide's 
key asset is their knowledge base, rather like the privileged position held by 
teachers during the 1950s, (Cohen, 2002). Mentor guides consider their key role to 
be the dissemination of information, the detail of facts and figures about a 
destination. This approach is no longer entirely relevant to the visitors of more 
developed countries where participation and feedback have also become important 
elements of the education process. The teacher has shifted from being the 'font of aU 
knowledge to being a facilitator of the learning process. Equally, the modern tour 
guide has had to evolve due to wider social changes and therefore, the next 
generation of guide type emerges as the modem professional tour guide.
4.8.4 The Modem Professional Tour Guide's Operating Context
The modem tour guide is not usually found operating among the native 
populations of in less developed countries, for the reasons explained above. 
Amodem tour guide's usual operating context is the more developed world which 
largely speaking offers a post-modem context. This context can support the focus of 
the modem tour guide, which is on both the inner and the outer worlds. In other 
words, unlike the pathfinder whose remit is the extemal physical world, and unlike 
the mentor whose remit is the transfer of information to the visitors' minds (filling it 
with facts and figures), a modem professional tour guide's is task is to synthesise 
these two remits. The professional guide is comfortable in all areas (natural or 
cultural) because they can apply interpretive skills to any context.
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4.8.5
4.9
4.9.1
Circle in a Square: The Problem of the Wrong Guide for a Tour Party
It is imperative that the correct guide be used for the correct destination, Poynter 
(1993) and yet this is not always a simple objective to achieve for the tourism 
industry. Each type of guide has a particular remit and a specific set of skills. Taking 
guides out of the optimum context for which they have been trained is one of the 
problems currently occurring in Cusco's tourism industry, where pathfinders are 
finding themselves expected to turn into mentor guides to deliver subject-specific 
information on arrival at the Inca sites, with no training for the task. Difficulties 
occur when guides are employed out of their optimal operating context, (Poynter, 
1993) but investing the time for such considerations is likely to only emerge from 
understanding the impacts that poor guiding can have on an overall site visit. Such 
an approach is likely to stem from organizations engaged in integrated management 
of heritage.
The Key Role of the Modem Professional Tour Guide: The Interpreter 
Introduction
The key difference the modem professional tour guide makes when compared to 
the mentor and the pathfinder guides, is that they interpret the destination in a 
holistic manner. Dahles (2002:786) citing Urry (1995:146) explains it thus:
'Guides are becoming interpreters;[...] Pivotal to the interpreter's role is the art of 
storytelling.... there is a shift away from the didactic legislator who instructed 
tourists to look, what to look for, and when to look, towards an encouragement to 
look with interest at an enormous diversity o f artefacts, cultures, and systems of 
m eaning....'
The modem professional guide flourishes in developed world areas where the 
audience is likely to be post-modem. Figure 4.11 shows the differences of focus of 
the three main types of guide.
(Original Guide) (Tutor Guide) (Interpreter Guide)
Pathfinder Guide
Strong Geographical 
Knowledge of 
Visited Place
Mentor Tour Guide
Strong Subject Knowledge 
of Visited Place
►
Professional Tour Guide
Combines Elements of 
Pathfinder & Mentor
Focus on 
External World
Focus on 
Internal World
Focus on Navigation 
between 
External 
&
Internal World
SHOW TELL PROVIDES MEANING
Figure 4.11: Development of Guide by Type of Knowledge & Focus: Original, Tutor & Interpreter 
Guide.
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The professional tour guide needs to show, tell and give context to the visitors. 
While the pathfinder shows and the mentor tells, the interpreter guide provides a 
framework for meaning to emerge for the visitors. A modem tour guide's focus is 
both inner and outer-directed and as such can allow the visitor to apply prior 
knowledge about the site making the visit more of an inter-action than a one-way 
discourse or a lecture.
4.9.2 The Professional Tour Guide as a Bridge for Cultural Understanding
The role of the tour guide as a bridge is of particular importance at cultural 
destinations. As McDonnell (2001:4) referring to Hughes' (1991:166) work on tour 
guides explains, the reasons why cultural transference is important is due to the 
visitor profile,
'....tourists are motivated to travel for, amongst other reasons, a better 
understanding o f the culture o f the place visited. '
Although this may not cover the expectations of all tourists, it is likely to be tme 
about the motivations of heritage tourists, albeit to different degrees. Quiroga's 
work (1990) analysing the experience of guided European coach tours also supports 
McDonnells’ premise as in her study it was reported that just under half the 
respondents expressed that 'to broaden their cultural horizons' was their motivation to 
undertake travel. Moreover, 45% of Quiroga's sample highlighted 'cultural 
enrichment' as a specific reason for satisfaction at a trip's end.
Without the guide acting as a bridge, there will be few opportunities for 
understanding to be transferred. If there is no bridge for cultural understanding or if 
it is of poor quality, the communication process, the discourse Adler (1989) refers to 
that is a constant of sightseeing tours still today, will suffer in several ways. It will 
be very difficult, and at times, impossible, for meaning to be derived from the site 
by the visitors with a poor quality guide. Even if visitors come to an attraction with 
previous knowledge, if a tour guide is present it may well be a reasonable 
expectation that more meaning will be derived about the place. However, it may be 
possible that for some visitors, just being in the presence of certain sites, particularly 
those, which have become myths or cliches due to their reproduction (Fine & Spear, 
1985; MacCannall, 1979), will be enough for them to derive meaning. This may be 
the case for some visitors but for the others the presence of a tour guide suggests 
that explanations will be forthcoming and that these wül allow the visitors to make 
their experience meaningful and memorable in the pleasant sense.
McDonnell (2001:2) develops the metaphor of the bridge by not only focusing on 
what lies at the end of the bridge, cultural enrichment and understanding, but also 
on what is at the beginning of the bridge:
' . . . to  be effective in their role as a cultural bridge, tour guides m ust be expert in 
the culture o f the destination and have a good understanding o f the culture o f the 
tourist. '
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Figure 4.12 shows that the professional tour guide needs to have a foot in both the 
visited world and the visitors' world. This ensures that the guide knows visitors' 
cultural context and can place the material within an appropriate frame of reference 
and get the visitors across the bridge. While it is not always possible for the tour 
guide to come from the same country as the visitors, this is sometimes the optimum 
situation favoured by tourists and the industry. A greater level of understanding 
between the tour guide and the visitor may emerge when the level of cultural 
barriers between the two is lower.
Visited
World
(visitor 
illuminated by 
guide's skill and 
knowledge)
Visitors'
World
(visitor arrives with 
questions & prior 
experience o f  tours) The River of Meaninglessness
Crocodiles of Confusion
Crocodiles of No Context
Figure 4.12: The Tour Guide as Bridge: One Foot in Visitors' World and the Other in the Visited 
World Protecting Party from Falling into the River of Meaninglessness.
Guides with knowledge of their visitors' background can be sturdier bridges 
enabling visitors to be transported safely to the visited world without wading in the 
river of meaninglessness, thereby avoiding both the 'crocodiles of confusion' and 
the 'crocodiles of no context'. With a bridge of reliable quality, visitors can 
experience true cultural transference, leading to satisfaction with the guide and with 
the whole experience.
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4.9.3 The Professional Tour Guide as Bridge between the Worlds of Archaeology 
and Tourism
If the bridge has not functioned as described in 4.9.2 and the communication of the 
guiding process has collapsed, the guide then will be unlikely to act as mediator 
between site, visitor and local people. This is particularly important in less 
developed areas where traditional heritage management prevails. In order for the 
distance between the worlds of tourism and the worlds of archaeology to be 
narrowed, the tour guide must be able to act as a bridge to ensure connections are 
made using high level of interpretative skill, to bring disparate bodies together for a 
common goal. The research question that was the driver of Phase 1 of this study 
raises this as a key issue in asking:
Can the human guide as interpreter act as a bridge between the world of 
archaeology and the tourism industry, linking the visitor, the site and the people 
local to it?
Figure 4.13 below answers the first part of this question in the affirmative by 
showing how in theory tour guides can act as a bridge between the worlds of 
archaeology and the tourism. In the context world regions were traditional tourism 
management prevails, the tour guide is often the only real source of interpretation 
offered to visitors. Therefore a guide's role assumes importance in that it becomes 
an advertisement for the tourism industry to the discipline of archaeology. If the 
tour guide is perceived as a legitimate custodian of the cultural heritage present at 
the archaeological site, then this will help in the often-strained relationship between 
the two worlds. The tour guide representing the tourism industry brings the visitor 
to attractions and if access is insufficiently controlled, the guide will be giving the 
industry a bad name. If guides are seen encouraging or turning a blind eye to 
visitors climbing on site walls for a memorable photograph, such behaviour will 
naturally secure more criticism and concern from the archaeologists.
104
Modem Professional Tour Guide
Tourism
World
Archaeology
World
The River of 
Misunderstanding, 
Tension & Conflict
Figure 4.13: The Tour Guide as Bridge between the Discrete Worlds of Tourism & Archaeology,
Ensuring the Relationship Does not Fall into the River of Misunderstanding, Tension 
& Conflict
The tour guide in this context becomes a symbol and a living nexus between 
archaeology and tourism. If the guide however is seen as an ambassador of a 
responsible tourism industry, this may change perceptions about tourism and the 
tour guide can be part of a wider solution. Figure 14.14 also expresses this idea but 
uses a broader definition of guides, including local untrained guides under the 
umbrella term, 'guide'.
Archaeology <- -> Tourism
I
Guides
(local and official guides participating with 
increased training & standardisation for 
consistent higher quahty service and greater 
______ visitor & resident satisfaction)
Figure 4.14: Talking heads: desired status and level of integration between the discipline of 
archaeology and the industry of tourism
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Tour guides can ensure they are working in a responsible manner with their groups, 
but cannot be held accountable for a lack site management planning. The power to 
set limits and carrying capacities for sites for example, is not usually within the 
remit of guides' work. These decisions need to be taken by the bodies responsible 
for site management and tourism development, although guides may influence 
these mitiatives. It is an important factor to keep in mind that there are limits to 
how much individuals can effect change, particularly in developing countries, 
where guiding though a respected profession may still be developing in its 
maturity. In other words, professional tour guide bodies may not exist to enable 
regular participation in discussion forums and workshops to improve best practice. 
Where they do exist, these may not be developed to a sophisticated level in which 
pressure is exerted on local or regional government. Moreover, within the socio­
political context of many developing areas, the organisational structure and nature 
of the bodies responsible are likely to be centralised, making such participation 
difficult and responsiveness to problems on the ground, slow.
4.9A The Tour Guide as a Bridge Linking Visitor^ Site and Local People
In response to the second part of the Phase 1 research question, the answer in theory 
is also in the affirmative as guides can also act as a bridge between the visitor, the 
site and the local people if they have the correct skills and work in an integrated 
tourism context. Traditional heritage management will make this task more difficult 
to achieve and will rely more on the personal skills and competencies of the 
individual guide. In order to achieve this bridging link between the stakeholders of 
the site from the local people, the guide needs strong mediation skills. Another 
factor, which will determine the quality of this bridge, will be whether the guide is 
an outsider to the local people or is known and trusted by them. The guide will 
need to facilitate understanding by acting as a go-between for the stakeholders. 
Figure 4.15 overleaf shows the connecting role of the guide as bridge within this 
context.
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Operating Environment:
Traditional or Modern Heritage Management? 
Integrated Tourism Development?
Site & Local 
People
Tour Guide
Visitor
Operating Environment:
Traditional Or Modern Heritage Management? 
Integrated Tourism Development?
4.9.5
Figure 4.15: The Tour Guide as Bridge & Link Between the Visitor, Site & Local People:
Co/MmwMzcatzoM Orcwif EMSwW Lgpg/ SHZ q/Zg» CoMtmgmt 0»
Type o f Operating Environment.
In order for tour guides to act as a link between site, visitor and local people, it will 
be necessary to ensure that a tour guide's role forms an important part of the overall 
strategy for heritage management.
The Role of the Tour Guide in a Post-Modern Context
In the context of a post-modern tourism industry, a guide's role has evolved in 
relation to the needs of demand. However, the actual work undertaken has not 
changed much since the beginnings of the profession yet what is required of the 
guide by the visitors, has indeed undergone substantial change due to two key 
factors; the maturing of the visitors' profile and the increase of service quality 
expectations in the more developed areas of the world.
The role of the guide then in a post-modern context is to bring something extra, 
somethmg that the visitors cannot get through any other media. In the place of a 
pathfinder's machete, the modem guide needs to hone their presentation skills to 
cut to the heart of the subject so visitors engage with their commentary. The role of
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the modem professional tour guide is to give meaning, as meaning can create 
mindfulness, which can have a positive affect on behaviour. It is important the 
tourist gaze (Urry, 1991) does not tum into the tourist frown.
4.9.6 The Tour Guide & The Post-Modern Visitor
Some of the problems that post-modem visitors create for guides centre on the 
management of their power resources. To a large degree the success of the guide 
depends upon how they use their power. This in tum  depends upon the training 
received and the extent to which guides are made aware of this problem at the 
operational level. It is also in part, about the type of archaeological knowledge they 
receive and how much license they are given to entertain the pluralistic meanings of 
a site. The post-modem audience requires the guide to be able to establish a 
discourse with the group that needs to be more a dialogue than a lecture. This 
approach characterises the professional tour guide working within more developed 
countries, where the audience is familiar with interactive interpretation.
In the context of the guides operating in Pem, although the official guides have 
official' status and are considered professional, the majority of the guides operate a 
mentor style of guiding. The approach is based on transfer of knowledge, often 
presented in a didactic manner, which does not require the active participation of 
the visitor. For mentor guides operating within a non-post-modem context, the idea 
of a guide not knowing the definitive answers to visitor questions can pose problem. 
Conversely a guide's aversion to acknowledging the limits of their knowledge and 
an unwillingness to accept different readings of the past could make their position 
less legitimate in the eyes of a post-modem visitor. The section below outlines key 
characteristics for a guide to be an effective interpreter.
4.10 Key Characteristics of Effective Tour Guides as Interpreters of 
Archaeological Sites
4.10.1 Introduction
There are two key umbrella characteristics of effective tour guides. The first is 
expertise and the other is linked to attitude, and the best guides have these two 
factors in equal measure (Alderson, Payne Low, 1976). One particularly important 
characteristic is the quality of humility. If the tour guide is to be a bridge between 
cultures so that the visitors may access the visited culture then, inherent in this role, 
is the need for the appropriate mind-set. As Malcolm-Davies (2002:27) expresses:
In  a discussion format, visitors are encouraged to ask questions as well as answer 
them. It is tempting for interpreters to avoid admitting that they do not know the 
answer to a visitor's question. '
According to Alderson & Payne Low (1976), it is important to combine an 
awareness of their limitations despite their training, along with an appreciation of 
their expertise. The key qualities needed for a professional tour guide, according to
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Keck (2001:5) are as outlined in his 'Tour Guide M antra', which though somewhat 
simplistic, also touches upon the mix of qualities, discussed above:
'To lead by example, adventurous souls.
Pointing the way, then taking the first step.
Ordaining the mundane in seamless fashion.
Painting landscapes with well-chosen words.
Knowing when to acknowledge, when to ignore.
Exuding confidence yet proffering humility.
Lifting the veil o f worlds as yet unknown. '
The section below outlines the advantage of using a professional guide as an 
interpreter of archaeological sites.
4.10.2 Key Advantages of Professional Tour Guides as Interpreters of 
Archaeological Sites
Within the range of interpretative techniques, live interpretation is the oldest type 
still used today. Two key advantages of using tour guides as interpreters of 
archaeological sites are the communication and conservation potential they provide. 
If trained and managed with the necessary imagination and skill, live interpreters 
can be a powerful way of deepening visitor understanding and satisfaction. There 
are well-documented advantages in the use of tour guides as interpreters that 
include the following:
■ Potential to Pace and Pitch Information to Visitors
■ Potential to Adapt Material to Ensure Currency & Veracity
■ Potential for Bringing the Place to Life & Satisfying Visitor Curiosity
■ Potential for Guides to be an Integral Part o f the Visitor Experience
■ Potential for Increased Visitor Participation & Responsiveness
■ Potential to Cultivate Visitor M indfulness & Deepen Understanding
■ Potential for Increased Visitor Satisfaction
■ Potential for Visitors to Consider the Take-Home Conservation Message
The following sections deal with each advantage individually and in relation to 
guides as interpreters of archaeological sites. The analysis stresses the potential to
the advantages, as these can only be realised through appropriate training. If the
quality of the guiding is at least good or at best, excellent, these advantages can flow 
naturally from the practice.
4.10.3 Potential to Pace and Pitch Information to Visitors
One key advantage to live interpretation is that it allows information to be paced 
and pitched at the appropriate level of the majority of the group of visitors. 
McArthur & Hall (1996: 91), state that:
'Verbal interpretation is generally considered to be far more powerful than non­
verbal the interpreter can respond to changing conditions, particularly the diverse 
needs o f visitors.'
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According to MacDonald & Aslford, (1989:144) one advantage of live interpretation 
is that is allows for changes of pace in delivery which allow visitors to . to pause... 
to watch, or even participate in, a presentation. ' It is this pause that creates the space 
for reflection on the experience, allowing for further inquiry after a visit, (Kolb, 
1968).
4.10.4 Potential to Adapt Material to Ensure Currency & Veracity
McArthur & Hall (1996) mention how live interpretation helps with keeping 
information about a site updated. Unlike the use of non-verbal media, which can be 
expensive to adapt, verbal media in the form of a tour guide is much easier to 
change according to new finds in the research. This is a particular advantage in less 
developed areas where the financial resources for making new interpretation panels 
and signs may not be available. In the right environment, a professional tour guide 
using high-level communicative skills can be encouraged to give priority to 
updating knowledge so visitors get the very best possible interpretation.
4.10.5 Potential for Bringing the Place to Life & Satisfying Visitor Curiosity
It is particularly important for tour guides at archaeological sites to bring the site to 
life for the visitor. This is even more so the case when the site is remote and bare. As 
MacDonald & Alsford (1989:144) explain,
'Live interpreters enhance the intimacy o f the experience, fo r people fin d  it easier to 
relate to other people than to inanimate objects.'
Some visitors may bring curiosity while others may have it stimulated for the first 
time at the site. It is the presence of a live interpreter who can satisfy this curiosity 
by being able to respond to questions that the visitors may formulate, which is an 
important difference from any other type of interpretative supply.
4.10.6 Potential for Guides to be an Integral Part of the Visitor Experience
At times it is the tour guide, him or herself, who makes the tour memorable. When 
visitors connect with the guide it improves their satisfaction with the holiday, 
Malcolm-Davies (2002). However, extrovert tour guides need to guard against 
becoming the message and focus on using their communicative skills for improved 
transfer of theirs message about the visited places the visitors have come to see. 
Tour guides need to make sure that they are aware of the impacts of any contact 
made with clients of the opposite sex and that it is wise not to touch clients so as to 
avoid any misunderstandings of intention. This is a particularly sensitive issue for 
guides from countries where people are more tactile. Training for guides needs to 
incorporate awareness on professional ethics and codes of best practice, to ensure 
their presence can be an integral part of the visitor experience.
4.10.7 Potential for Increased Visitor Participation & Responsiveness
The use of live interpretation can if correctly managed help increase visitor 
participation in the story being told. If the interpreter is capable of stimulating
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visitor interest and curiosity, then it is more likely that the visitor will be willing to 
participate in the tour actively, rather than passively. This participation might 
manifest itself in the shape of responsiveness and in an easy flow of dialogue 
between visitors and guide or between visitors. Stimulating visitor responsiveness 
is an important step toward stimulating protection for the site. Live presentation, 
when skilfully wrought by tour guides can encourage visitors to want to learn more 
about a site. This desire to learn more is not only in direct relation to the subjects 
connected to the site, but about any associations and relationships they have become 
aware of through the course of the visit. In this way, a guided tour to a site can be a 
defining moment for a visitor in that through one subject, such as Inca masonry, it 
provides a way into other related subject areas.
The use of questions is a key tool of the trade for a tour guide working with a 
visitor-centred approach. A skilled guide will know how to use questions to best 
effect. They will avoid the pitfall of alienating the very audience they wish to 
include, as people often associate questions with being put on the spot and the fear 
of ridicule can break communication down, (Marsh, 1983; Grinder & McCoy, 1985). 
The use of rhetorical questions can stimulate curiosity, allowing visitors to 
participate as they will silently consider possible answers. This type of engagement 
would still count as participation.
The use of silence can be very powerful in facilitating responsiveness in a group of 
visitors (Grinder & McCoy, 1985: 76-77), though it is usually experienced tour 
guides who are more comfortable with silence. Ultimately, whether a visitor 
participates cannot be controlled directly by the guide, as too many variables 
involved in a visitor's pre-visit state of mind. However, the tour guide does have 
control over setting the tone of the tour, which to some extent will have an impact 
on the responsiveness of the visitors.
4.10.8 Potential to Cultivate Visitor Mindfulness & Deepen Understanding
A  skilled tour guide will be able to make visitors mindful of both where they are, 
giving them context and meaning, but also of what they are experiencing. Moscardo 
(1999.84) explains that it is difficult to achieve mindfulness if you bore or irritate the 
visitor:
'The basic argument is that you can make people mindful, but you will not change 
what they know or think i f  your information or message is confusing or poorly 
organised'
The creation of an aware state of mind is of particular importance when in sacred or 
religious sites but this should not exclude the cultivation of mindfulness at all 
attractions. Increased mindfulness can increase understanding of a site and the 
wider conservation issues that stem from it.
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4.10.9 Potential for Increased Visitor Satisfaction
If the quality of the site guide has a bearing on the visitors^ overall satisfaction with 
site, which is the key research question of Phase 11 of this study, then the guide has 
the potential to affect an increase in visitor satisfaction with the overall experience. 
The research question for Phase 11 is.
Does the visitor satisfaction with their site guide have a bearing on the quality of 
their overall experience at the archaeological site?
According to Alderson & Payne Low (1976:105) the guide impacts the visitor and 
...a key role in the form ing o f visitor judgements about the site.' However, there are 
many aspects to consumer satisfaction that are out of the control of service 
providers, (Quiroga, 1990; Hughes 1991; Geva & Goldman, 1991).
4.10.10 Potential for Visitors to Consider the Take-Home Conservation Alessage
If we can evaluate live interpretation, then we can value what is being shown at an 
archaeological site. In turn, this then makes the visitors more receptive to 'buying 
into' the conservation message. Figure 4.16 below shows how a virtuous circle of 
understanding, feelings of belonging and control over the visitor experience can be 
afforded from professional use of heritage interpretation. The tour guide is acting as 
a bridge for the disciplines of archaeology and the tourism industry to work 
together so that interpretation can facilitate conservation.
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Figure 4.16: Virtuous Circle: Guiding for Conservation
Key Disadvantages of Tour Guides as Interpreters at Archaeological Sites
The key disadvantages of using guides as interpreters lie to a large extent, in the 
problematic characteristics of service provision. The problems of inseparability, 
intangibility, labour intensity and variability give the live nature of service 
encounters an element of excitement but also introduces unpredictability. Figure
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4.17 highlights the spatial-temporal difficulties inherent in the delivery of tour 
guiding services. At best dissatisfied visitors can contact a day-trip organized by a 
local tour operator, on return. At worse, a tour guide's employer is located halfway 
around the world and cannot be readily contacted until the tour concludes.
Distance between Visitor & a Tour Guide's Employer
Tour Guide 
Employer
(Local or 
Overseas)
Tour
Guide Visitor
Figure 4.17: The Spatial-Temporal Difficulties of the Tour Guide-Employer-Visitor Relationship & 
the Service Delivery Implication of Lack of Direct Supervision.
As front-line customer care personnel Poynter (1993:12) highlights that the industry 
is in constant search to hire the best guides who are able to use initiative to solve 
problems, as, 'Experienced tour operators know that on almost any tour something can go 
wrong.' Guiding by its very nature cannot fail to be Tive' and as such suffers from 
the attendant issues pertinent to the delivery of service products. Essentially, as 
Poynter (1993:16) expresses, 'The tour guide/manager can make or break a tour.' The 
need for appropriate training is one of the key solutions to the problems of using 
live interpretation.
As a people-to-people business, (Go, 1990) the tourism industry is often 
characterised by a high staff to client ratio. For tour parties, groups of up to about 
twenty visitors may share a tour guide, but any more and group management 
becomes difficult. Labour intensity is one of the major difficulties of using Eve 
interpreters because the economics of using full-time professional guides is rarely 
profitable. Even using guides as a part of an interpretation supply can prove 
expensive and it is the cynics' view that this is the real reason why developed 
countries are using technology for interpretation and less human resources, in a bid 
to reduce costs, (Malcolm-Davies, 2002). However, and this is particularly relevant 
for developing areas, live interpretation can create employment, one of the key aims 
of tourism development plans.
Poor communication skills, poor voice projection, poor command of foreign 
languages, and fabrication or demonstrably incorrect destination commentaries are 
the risks of using 'live' interpretation, (Malcolm Davies, 2002). Moreover, these 
problems can affect visitor satisfaction and destination image, but equally can 
mostly be corrected by appropriate training and evaluation. This section focuses on 
the disadvantages of using tour guides as interpreters of archaeological sites. In 
summary, these include:
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■ Variability
■ Lack o f Competence
■ Poor Communication Skills
■ Information not Interpretation
■ Poor Foreign Language Proficiency
■ Poor Quality Tour Guides
■ Non-Performing Guides
The above issues are analysed individually with reference to the root causes of the 
disadvantages.
4.11.1 Variability
Several of the above disadvantages are linked to the variability of guiding as a 
tourism service, (Kotler, 1991; McGrath, 1999). At the macro-level, variability can 
manifest itself within the overall holiday period. A visitor may experience various 
levels of service from different guides during a two-week trip, resulting in a patchy 
visitor experience. Another manifestation of variability of direct relevance to 
guiding is the issue of fabrication, (Pacific Consultants International, 1999). The 
difficulty with this issue lies in the question of how to standardize tour guiding 
without moving toward a soul-less spiel with local colour squashed out? This 
would beg the question, what is the point of having live interpreters if the 
information is to be drained of spontaneity and animation? How would this differ 
from a pre-recorded audio-guide of a site? One answer may be that while it may be 
important for site commentaries not to vary wildly from guide to guide, this does 
not mean information cannot come from verified sources or be delivered in skilful 
manner.
4.11.2 Lack of Competence
Several of the disadvantages of using tour guides are linked to insufficient 
competence in key areas such as foreign language proficiency or timekeeping. Some 
elements of competence will affect the quality of a tour more directly than others, 
and will depend on a guide's individual area of weakness. Incompetence in one 
sphere of guiding (Cohen, 1985) may not necessary impact other spheres, but 
overall the visitors' perception of the guide may be affected. If training for guides 
includes awareness of the difficulties involved in service delivery, the more likely it 
will be that guides are able to avoid the potential pitfalls.
4.11.3 Poor Communication Skills
Good communication skills are essential in the tourism industry in general, but 
specifically for tour guides. Moreover, clarity of instructions about tour 
organization, interpretive skill and good voice projection are all required for guides. 
Without the necessary level of communication skills in foreign languages it will be 
difficult for an effective guiding sector to develop (Doswell, 1997).
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4.11.4 Information not Interpretation
One of the cardinal sins of tour guiding is the use of information with no attempt to 
interpret the attraction for the visitors. As Macksey (1994:50) summarizes in his 
vivid description:
Guided tours are things that bring back the worst childhood memories: studying  
the patterns on the backs o f coats while an inaudible blue rinse drones on about 
regency panelling. '
Macksey's comment (1994) is reminiscent of an untrained guide telling visitors 
about one specific aspect of an attraction without allowing the commentary to 
provide holistic meaning for the visitors. It is a classic example of the problems of 
poor use of voice projection, poor communication skills and the ensuing boredom 
and lack of mindfulness for the recipients of the commentary. As McCoy & Grinder 
(1985:52) explain, the problem with this style of interpretation is that it gives objects 
of interest equal importance and does not make connections between them for the 
visitor. If done badly, guided tours can be worse than no interpretation at all 
(Tilden, 1977; Risk, 1994) since not only do they not inform, but worse still they stifle 
any interest and curiosity that the visitor may have had if they were interacting with 
the attraction alone, without the tyranny of poor commentary. Equally, if 
interpretation is left in the hands of untrained volunteers, then it is possible that the 
reputation of guides will not prosper. The visitor may not know that the guide was 
a volunteer, but they will know is how bored they felt which in tum  might affect 
their impression of the attraction and the guiding profession.
4.11.5 Poor Foreign Language Proficiency
Doswell (1997:284) comments with specific reference to the importance of 
proficiency in foreign languages in order to provide quality tour guiding,
A  major problem affecting the standards o f guides is the level o f foreign language 
proficiency, and the proportion o f guides available in each particular language.'
If tour guides are not proficient in the language of their tour party it will naturally 
follow that communication problems may arise. Moreover, having writing and 
reading proficiency in a language does not always mean that verbal proficiency will 
follow. Having a foreign accent in the language is permissible, so long this allows 
for a guide s speech to be intelligible, otherwise it will be impossible to understand 
what the guide is trying to communicate. There may be two frustrations otherwise. 
The first is linked to the fact that the commentary will not be understood and the 
second is linked to unpleasantness of being subjected to the sound of unintelligible 
speech.
4.11.6 Poor Quality Tour Guides
The poor tour guide, according to Keck (2001:4), is usually the result of a lack of 
training or poor or inappropriate training. Rüey (1993) states that motivation is
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composed of three distinct parts that are based on three questions as shown in 
Figure 4.18. It is imperative for the answers to be in the affirmative, if motivation is 
to ensue. If a guide is appropriately trained, under normal circumstances quality 
guiding should come naturally.
4.11.7
4.12
Can I? Should I? Will I?
(Do I have the (Do I have the (What is the result of
skills/ability?) authority?) doing/not doing this
action? Are there
rewards or reprisals?)
Figure 4.18: Motivational Model, Source: Riley, 1995
However, the model in Figure 4.18 can be applied to individual component tasks of 
the guiding role. It is possible that a guide is willing and able to undertake the tasks 
in the instrumental component of the job, and yet the same guide may not be able to 
undertake the communicative component, even if willing to do so. This model could 
be used for self-evaluation as well as staff appraisals in order to pinpoint areas of 
self-development and problem prevention. If the staff are willing^  the appropriate 
traming can convert their motivation into ability.
Non-Performing Tour Guides
Non-performing tour guides are more of a problem than poor tour guides. These 
guides have usually received training but for some reason are answering in the 
negative to the last question of the motivational model in Figure 4.18. If 
appropriately trained, they should be able to answer in the affirmative to all three 
questions. If the guide is failing to answer yes to all three questions, this shows that 
the guide may not willing to undertaken necessary training. It is probable then that 
a lack of willingness has made them non-performing guides. If this is alerted to the 
guide or the guide's employer, this may result in the necessary change.
The fact that the guide is not performing may be due to personal problems (internal 
factors) or may be due to work conditions (external factors). It may be due to the 
repetitive nature of the job if guides are assigned the same tour routinely due to 
poorly managed shift patterns. Whatever the cause when a guide is alerted to their 
non-performance, it is usually a sign of visitor dissatisfaction. If it is acted upon, this 
can be a catalyst for positive change for the guide and their employer. It can be 
invaluable to receive feedback especially if a guide's non-performing behaviour 
such as indifference or lack of enthusiasm has become so ingrained that they did not 
perceived it as a problem.
Appropriate Training
Training is fundamental to integrated tourism development. In the case of tour 
guides, it is imperative for successful tours, satisfied tourists and positive
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destination image, (Dahles, 2002; Ap & Wong, 2001). Cross, (1985:1) highlights the 
importance that training had twenty years ago,
'The Tourist promotion industry is beginning to realise that the well-trained and 
qualified guide is as important as publicity literature, film s and other means of 
promotion.'
And yet, sadly. Keck (2001:2) laments that although awareness has increased, there 
still exists th e ,'.. .plague o f the improperly trained tour leader.'W hile the standardisation 
of core training for guides is an issue for the future relevance of guiding in general 
(Cohen, 2002), the problem is particular important for local guides with no access to 
any formal training at all. If tourism is to be used as a development option, there is a 
great need to refine training inputs for the intended outcomes.
4.12.1 Performance Evaluation
Monitoring the quality of service provision allows for performance evaluation of 
tour guides once they are working as professionals in the field. Without appraisal or 
evaluation, guides cannot improve upon their work, but with feedback it is possible 
to hone skills and competencies. According to the definition of Czepiel et al. (1985) 
'An evaluation seeks to assess how well the functional and performance elements o f a job are 
undertaken.' In relation to the heart of this study, Malcolm-Davies expresses,
'Evaluation o f service providers may be undertaken with respect to three parties: 
the client (visitors), the organisation (heritage site management), or the provider 
(interpreter). '
The use of evaluation and appraisal systems allows for motivation to be on going 
and for solutions to new challenges to be worked out as they arise. In this way, 
evaluation becomes a way for continual training that according to Alderson & 
Payne Low (1976) can provide tour guides with many benefits. These range from 
the research for source material on which to draw, to reflecting on best ways to deal 
with any visitor management problems encountered. However, active 
encouragement of such an approach from employers will greatly assist the process. 
Ideally, time needs to be built-in for reflection, (Kolb, 1968) so guides can come to 
evaluate their own performance and refine their work. Mattson (1994) suggests the 
technique of asking guides to recall of difficult encounters with visitors and to 
identify how they might be handled in the future. This involves role-play and may 
be done on a one-to-one or as part of a group forum of guides. One of the salient 
needs highlighted by guides interviewed in this study was the need for evaluation.
4.12.2 Visitor-Guide Expectations
Wright & Wells (1989) discuss the problems that visitors bring from previous 
encounters with guides in relation to their expectations of a new guide. This 
experience can affect the mindset of the visitor either negatively or positively, 
(Riley, 1994; Vecchio, 1992). Even if the visitors' previous experiences are positive, 
there can still be misunderstandings. The appearance of service gaps that occur
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between a visitor's expectation and actual experience can create problems of 
dissatisfaction with the overall experience of the site. Visitor expectations of guides 
may or may not have changed, but what certainly has changed are what the visitor 
needs from their tour guides. As Dahles (2002:786) paraphrasing Cohen (1985:21) 
expresses:
'The role o f the guide is shifting from the logistical aspect to the facilitation o f the 
experience, from  the pathfinder to the mentor role, away from  leadership towards 
mediating and away from  outer-directed to inner-directed sphere, with the 
communication component becoming the centre of the professional role'
In short, visitors can access information about sites for themselves and so are 
looking for something they cannot provide for themselves from the guide. Since 
post-modern tourists have developed confidence in travel they may not need a tour 
guide as much as they might have done in their early tourism experiences. Little 
research has been undertaken in the subject of curriculum design for tour guide 
training. In the light of evolving visitor needs, guide training will need to be 
reviewed to keep guiding current and relevant to the industry of the future.
4.12.3 Modem Professional Tour Guide as Key to Interpretation a t Archaeological 
Sites
It is the modem professional tour guide who is the most effective type for the 
interpretation of archaeological sites. This type of guide is the most appropriate for 
heritage tourism as there is a narrative to relate to visitors. Their communication 
skills are key to holding visitors' interest in the story of a site, a place, or a region. 
Ideally, the professional guide is a bridge, portal, and alchemist who can facilitate 
access to the past for visitors. Cross (1968:57), summarizes the skills he considers 
important for guides in his handbook:
'The Qualities o f the Good Guide
The Ancient Greeks regarded virtue as the mean between two extremes. Thus 
courage was the mean between cowardice (too little) and foolhardiness (too much).
...-P U R P O SE F U L
-  definite, with a clear view o f objective and able to balance time against 
achievement.
TOO LITTLE -  aimless, digressive, without sense o f time
TOO M U C H  -  enslaved to the programme, unable to extemporise
... -  KNOW LEDGEABLE
-  skilled explainer, knowing facts, backed by practical experience.
TOO LITTLE -  unconvincing, knowing [a] bare m inimum, [requires] notes.
TOO M U C H  -  show-off o f knowledge, academic, [overly] talkative
....-P A IN S T A K IN G
-  industrious in preparation, clearcut speaker, sound commentary.
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TOO LITTLE  - lazy in preparation, formless muddled commentary.
TOO M U C H  -  entirely dependent on prepared plan, inadaptable.
.... -  D R A M A TIC  SENSE
-  varied, able to appeal to emotion, mobile in action.
TOO LITTLE -  content with stodgy presentation, immobile.
TO O M U C H  -  splendid dramatic performance but little o f value imparted
.... -  PLEASING M A N N E R
-  confident, easy, pleasant voice well used.
TOO LITTLE -  fidgety, nervous with jarring voice, awkward gestures.
TOO M U C H  -  stagey, parliamentary or 'soap-box' in manner.
. . . . - R IG H T  ATTITU D E
-  to his group, firm , fair and friendly.
TOO LITTLE -  open to favouritism, lax in control, over-familiar
TOO M U C H  -  undiscriminating, [...] or domineering and sarcastic. '
Although the above quotation is now nearly twenty years old, it still summarises 
key elements of a good guide who has struck the all-important balance necessary for 
good practice. In this way the visitor, through the tour guide can access the 
conservation message. As such, tour guides can help interpretation work for 
conservation of archaeological sites, bridging the distances that have traditionally 
existed between the discipline of archaeology and the tourism industry.
4.12.4 Tour Guide as Alchemist: Turning the Remote into the Relevant and the 
Mythical into Meaning
It is this author's view that the guide emerges as having a transformational role also. 
According to Marshall (2001:18) alchemy is, 'the art and science o f transformation.' 
Good guiding is rather like turning the base metal of information into the gold of 
understanding. The more without context and without reference points an 
archaeological site is, the harder the job of bringing it to life. In terms of ancient 
history, the guide has the onus of dealing with several layers of time to create a 
lively performance for an audience. In this light, the role of the guide demands high 
levels of imagination and presentation skill to enable visitors to experience both the 
'otherness' that tourism implicitly promises, and thereby the opportunity for self- 
discovery. At their best, tour guides can facilitate the start of ongoing learning for 
visitors.
4.13 Local Guides or Local Show-Pieces?
The role of local guides is still often relegated to a marginal role and on this topic. 
Van de Berghe (1980:477) commented:
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In ethnic tourism, the native is not merely 'there' to provide services, he is an 
integral part o f the exotic spectacle, an actor whose 'quaint' behaviour, dress and 
artefacts are themselves significant attractions'
While local guides, usually men, are not discouraged by the INC or Ministry of 
Tourism in Peru to tout for business from independent visitors who do not come 
with a guide of their own, the majority of visitors arrive at sites with an official 
guide from Cusco. Van den Berghe (1980:448) describes this relationship as the 
'Tourist-tourree-middleman interaction', which is,
'often highly impersonal, segmental, uninvolved, manipulative [...] based on 
mistrust and dislike, and patterned on crude stereotypes. '
In this case, the mestizo is the bridge that connects the disparate parties of visitor and 
visited. Or as Van den Berghe (1980:486) expresses it,
'The meztizo middleman m ust in short have afoot in both worlds: the tourist's, so 
he can please him, and his own, so he can bring tourist and touree together.'
The local guides are usually bilingual in either Aymara or Quechua and Spanish, 
but few speak other foreign languages, thus limiting communication with visitors. 
The official guides at sites often employ local guides so visitors have the added 
'attraction' of listening to legends and myths about the site from a local guide. Often 
this is told directly to the official guide in Quechua and translated to the visitors 
either in Spanish or in the relevant foreign language. From alocal guide's point of 
view,there are physical and socio-economic constraints affecting the local 
indigenous population. Training for professional guide status is delivered at 
universities or colleges, which are found in the urban centres and not the rural 
peripheries. The local guides interviewed expressed that they could not afford to 
live in Cusco and study for two or three years. Yet there is another key issue here, 
which is that of literacy levels in the rural areas of less developed countries. Cross 
stresses the importance of reading to keep up to date and broaden a guide's 
knowledge. It may be difficult for local guides in developing countries to access 
material in the first place, but it may be that limited levels of literacy also inhibit the 
use of the materials, (Black, Ham & Weiler, 2001).
4.13.1 Building Bridges: Access to Training for Local Guides
If learning is about opportunities for transformational change (Blanton, 1981; Kolb, 
1984; Hussey & Smith, 2002) and if effective learning facilitates the potential to 
change the way we see the world, then an appropriate curriculum design is 
required for local guides. Bridges need to be built in order to allow rural 
communities ways into participate in tourism. Figure 4.19 expresses this need in 
diagram form.
120
Rural
PeripheraryUrban Centre
Figure 4.19: Building Bridges for Access ta Training between Urban Centres & the Rural 
Peripheries.
Black, Ham & Weiler (2001) express the importance of training to support those 
involved with the demands of the guiding profession. The majority of the local 
guides working at Raqchi in Peru finished their formal education at the age of 
eleven or twelve, (Sillar, 2000). In this light, the design of a programme for local 
guides needs to be underpinned with a review of other subjects such as world 
geography, regional geography, and introductions to the subject disciplines of 
archaeology, Inca culture and heritage tourism. A training programme needs to 
introduce the notion of the service encounter and some of its operational difficulties 
and solutions to these. This training could come in the form of work-shops to give 
the phenomenon of the tourism experience some context to those who are working 
in this system (as guides, souvenir sellers, or suppliers of accommodation), but who 
themselves have yet to be tourists (Blanton, 1981).
4.13.2 Appropriate Training for Less Developed Areas
In this light, there is a need to develop training courses that are appropriate for 
developing areas with less experience of tourism. Black, Ham & Weller's (2001:153) 
work however in this area revealed that, 'A ny training programme developed should be 
'owned' by the local community.' The community-based training programme, for 
example, delivered by REST (Responsible Ecological Social Tours Project) was 
developed to introduce the participants to the benefits of tourism, as local people 
wanted to become mountain guides in Thailand. The projects aims to, '...give 
participants an understanding of Community Based Tourism and the M ultiplier Effect. ' 
REST proposed that after the training programme, lasting two days or three weeks, 
depending on the type that is undertaken,
'the participants in their function as social workers o f several Hilltribe
Communities should be able to develop strategies for CET in their communities..'
This approach is echoed in Hudson & McEwan (1987) and their work in rural 
Ecuador setting up a village museum with the local community. The Agua Blanca 
project, contributed to by Hudson, McEwan & Silva (1994) aimed to make present 
the value of the local archaeological heritage to the local people as well as to any 
foreign visitors. If local people living in the vicinity of archaeological sites are 
interested in participating as guides to visitors, an appropriate training model is
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necessary to train and include them. Such developments in interpretation can assist 
in the implementation of wider destination sustainability.
4.14 Conclusion
This chapter has highlighted the difficulties of definition surrounding the word 
guide due to the various types of guides employed in the tourism industry. In order 
to clarify the boundaries of the current role, the origins and development of both the 
pathfinder and mentor type of guides were discussed. The advantages and 
disadvantages of using guides at archaeological sites were analysed, and the 
benefits of trained interpreter guides emerge as many-fold.
The modem professional tour guide emerges as key for effective interpretation of 
archaeological sites. Tour guides are an important link, like a bridge, between the 
site and the visitor, but if this connection is weak or broken due to poor 
communication, then both visitor satisfaction and the site's narrative may be 
compromised. A review of the training emerged as important so that guides can 
develop their interpretation skills. Performance evaluation is recommended, as is 
the development of a post-qualification refresher training courses for quality 
assurance. The next chapter focuses on tourism development in Peru and the Cusco 
region.
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Chapter 5
Tourism Development in Peru & the Cusco Region
5.1 Introduction
This chapter provides an outline of the geography of Peru and its socio-economic 
profile in order to explore the country's tourism supply and tourism demand. Three 
key types of tourism are identified; adventure, eco-tourism and heritage tourism, 
which is the most popular type due to the large amount of archaeology in Peru. The 
management of Peru's archaeology under the jurisdiction of the National Institute 
of Culture (INC) is discussed, as is the development of tourism in Peru, its 
organisation and management. One key problem identified is the lack of dialogue 
between the key stakeholders of heritage tourism. Another key issue is that while 
tour guides in Peru are the mainstay of interpretative supply, variability problems 
are identified both with the quality of service and the various entry routes to the 
profession.
The need for a homogenised and standardized training system within the country is 
recommended, as is the need to offer access to the tourism system to the 'local 
guides from the indigenous populations. The need for a collaborative approach to 
the planning of tourism is discussed as a key factor in determining the quality of 
supply. Tourism development at the fieldwork test sites of the research, Raqchi and 
Ollantaytambo afforded an analysis of the effects of national tourism management 
policies on the case study area of Cusco. The key constraints to the implementation 
of integrated heritage tourism in Peru are identified and these draw upon the topics 
discussed in literature review of the previous chapters. The issues identified in this 
chapter were central to the methodology designed for the study.
5.2 Background to Peru
5.2.1 Overview
Peru is the third largest country in South America and it covers 1,285,215 square km. 
It has more than five times the land mass of the United Kingdom and lies to on the 
West of the sub-continent on the Pacific Ocean and is bordered by five countries, as 
depicted below in Figure 5.1. Its northernmost point is just a few kilometres away 
from the equator and its most southerly point is eighteen degrees south, making 
Peru a country that lies completely within the tropics (Rachowiecki, 1987). 
According to the Rough Guide to Peru (Jenkins, 2000), Peru is the most varied and 
exciting of all the South American nations. Since the time of the sun-worshipping 
Incas, the land of gold has fuelled the imagination of the Europeans. As MacKay 
(2002:1) states:
A n y  introduction to Peru is akin to reading a geographical Guinness Book o f 
Records. O f the world s 100 or so micro-climates, 82 can be found within Peru's 
boundaries. She boasts the world's highest mountain range outside the Himalaya, 
the starting point for the world's greatest river, one o f the driest deserts, the
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deepest canyon, and for fans o f the white stuff, the longest surfing wave in the 
world. '
Peru is a vast and fascinating country that makes describing it difficult if one is to 
avoid superlatives, cliches and the stereotypical set-phrases of travel journalism. 
However, it is a truly unique destination. Rachowiecki (1987:7) introduces the 
country in his guidebook thus:
'Peru is a wonderful country. Anyone from  archaeologists to a zoologist will be 
fascinated by Peru, and the discerning traveller cannot fail to be impressed by the 
great variety o f culture, geography and exciting travel possibilities that Peru has to 
offer.'
Peru is home to truly spectacular landscapes across three distinct and contrasting 
environments: immense desert coastline, vast tracks of tropical rainforest and the 
Andes, the second greatest mountain chain in the world, after the Himalaya. The 
geography is the habitat for abundant wildlife, a wealth of heritage attractions and 
vibrantly diverse cultures in its people. Peru, according to Davies (1997) is a land of 
sharp contrasts. This is as true for its natural geography as it is for its human 
geography. In the year 2000, the average rate of poverty in urban areas was 
recorded at 36.9%, while in the average rural poverty rate was nearly double, 
recorded at 70% (Peruvian National Institute for Statistics & Information, 2001). 
Three years earlier, in 1997, these rates were recorded as lower; the urban poverty 
rate was recorded at 29.7% and the rural poverty rate was at 66.3% (Peruvian 
National Institute for Statistics & Information, 2001). There are, as is discussed in the 
following section, marked socio-economic contrasts between the different ethnic 
groups that comprise the 23 million individuals who make up Peru's population.
According to Perulnfo, (http://www.peru.com) 71% of the population lives in urban 
areas with only 29% found in the rural areas. The population increased by 2.1 
million inhabitants between 1990 and 1995. Approximately half the population is 
native Indian while a third is mestizo, about 12% are white and 5% black. The 
majority of the blacks live on the coast, though they are also found in the Amazon 
region. A very small Asian population is also present in Peru. The interplay of 
power relations between the diverse ethnic groups is discussed in the following 
section.
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Figure 5.1: Map of Peru & its location within South America, Source: Rachowiecki, 1987
5.2.2 Politics & Economics
Since Peru's independence from Spanish rule in 1826, the government has for the 
most part been one of military rule and dictatorship, with some short periods of 
civilian rule, with President Belaunde Terry elected in 1980. Five years later, Alan 
Garcia Perez defeated him, though his term in office was one of the most turbulent 
in the country's political and economic history. High inflation rates and rising 
external debt characterised this period, which even Garcia's nationalisation of 
private bank accounts could not stem. Against this background, further insecurity, 
in the shape of the Maoist group, the Shining Path waged its campaign of terror
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across the country, making the attraction of inward foreign investment 
impossibility, with Lima was under martial law with a nightly curfew. In 1990, 
Mario Vargas Llosa, the Peruvian novelist of international acclaim, stood for the 
Presidency of the party Fredemo and was a firm favourite in the electoral campaign, 
and yet a little-known politician of Japanese extract, Alberto Fujimori representing 
Cambio '90, made in-roads of popularity m the last weeks leading to the election 
and won an unexpected landslide victory.
In 1992, Fujimori sent the army into the parliament establishing a neo-dictatorship 
which was approved of by the majority of the population, despite it being a 
throwback to earlier regimes. Fujimori's first term of office established him as a 
popular leader who made the eradication of the Shining Path the main aim of his 
role. In 1993, Abael Guzman, the head of the Shining Path and the most wanted man 
in Peru for over a decade, was captured. The impact of this capture on the Peru's 
political economy was rapidly felt. Tourism arrivals rose sharply in 1994 and 
continued to do so throughout the 1990s. Fujimori's second term was characterised 
by major transformation of the country's fabric, moving from state-ownership to 
privatisation and market-led policies (Desforges, 2000). By the end of the third term, 
however Fujimori was also found to be have succumbed to corruption, like the 
earlier military rulers of the 1950s and 1960s. Despite the improved economic 
conditions of a more stable currency and terrorist-free country, social conditions, 
particularly for the rural poor have deteriorated (Peruvian National Institute of 
Statistics and Information, 2001). Unemployment for men in Lima rose to 9.7% in 
2001 while in 1997 it was at 7.7%. For women in Lima these rates are worse, having 
gone from 8.9% in 1997 to 11.2% by 2001 (Central Reserve Bank of Peru, 2002).
The key sectors of Peru's economy are composed of traditional and non-traditional 
exports. Agriculture, mining, oil and derivatives and fishing as well as textiles, 
livestock, manufactured metal products and chemicals make up the economy 
(Central Reserve Bank of Peru, 2002). The main export minerals are copper, gold, 
silver, lead and zinc. Other products are fishmeal and cotton and, together the 
imports generate US$7.107.6 billion dollars while the exports cost the economy 
US$7.197.7 billion dollars. According to the Central Reserve Bank, Peru's GDP in 
2001 was approximately US$33 billions while direct foreign investment, according 
to Conite, stood at more than US$10 billion (PromPeru http://www.peru.org.pe - 
12/11/03).
According to Perulnfo (http /^www.peracxjm/peririnfoMgle^estadisticas/estajJiodTttm -  
12/11/03), over half the country's GDP is attributable to the service and 
communication sectors, as well as tourism and financial services, while a quarter of 
the GDP is made by its manufacturing industry. A total of 12% is created by the 
country's construction sector, while mining contributes 1.7%, fishing only 1.1% but 
the agricultural sector provides 7.2% of the GDP. Foreign exchange generated by 
tourism, when compared to exports, rose from 6.2% in 1985 to 11.9% by 1997 (Pacific 
Consultants International, 1999).
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Modern-day ethnic power relations in Peruvian society have not much changed 
despite the development of democracy and the cultural movement of Indigenismo, 
which instigated a revival of all things Indian and indigenous in the 1940s through 
to the 1970s. Indigenismo is discussed later in the chapter, with particular reference to 
the development of tourism and Peru's image of nationhood. However, in 2001 
Alejandro Toledo was elected President, the first President of Indian stock ever to be 
in office and this heralds the dawning of a new direction for Peru; the possibility of 
the development of a society based on merit, not class or race.
5.2.3 Natural & Human Geography
According to Peruanos en Stanford (2004) there are 25,662,000 inhabitants in Peru 
and 72.3% of the population live in the urban areas while 27.7% live in the rural 
areas of the country. The three main geographical regions of Peru divide the 
country.
5.2.3.1 The Coast
On the coast, from north to south, a flat strip of desert runs along the Pacific Ocean. 
The rivers which run down the slopes on the west of the Andes irrigate the desert 
and forty-odd oases have formed making them agricultural centres. At the northern 
end, where Peru borders with Ecuador, is mangrove swap while at the southern 
end, the coast merges with one of the driest places on earth the Atacama desert, 
(Rachowiecki, 1987). Running the entire length of the country, and through the 
desert coast is the Pan-American Highway, which is one of the best quality roads as 
it is asphalted north to south. The Highway connects the country's major cities. 
More than half the population, due to the search for employment in the cities of 
Lima, Arequipa and Trujillo, are to be found on the narrow coastal strip.
Lima's population is approximately nine million while the other two cities have 
population of approximately a million and half citizens. The composition of ethnic 
groups in the coastal population is a microcosm for the country's diversity. On the 
coast, mestizos, those of mixed Indian-Spanish stock, mainly the middle and upper 
classes represent a large proportion of the population while the negro population 
(largely the lower classes) who descend from the slave trade represent a smaller 
number, and a smaller number stiU is represented by the Indian population, who 
are direct descendants from Pre-Hispanic time, represent. Up until the last ten years, 
at least half the Indian population was traditionally found in the highlands. 
However, poor standards of living in the highland region have made the 
highlanders (the highlanders prefer this term to the term Indians, which is 
considered insulting), seek migration to the coast as a potential solution.
Yet their lot rarely improves in the city while overpopulation of the major cities 
continues to be a problem, (Rachowiecki, 1987). In Spanish, the highlanders, are 
called campesinos (country-people or peasants). The majority of the campesinos have 
Quechua or Aymara as their mother tongue, though most, depending on their level 
of education, also speak and write Spanish. This bilingualism varies greatly from 
region to region, and most campesinos are more comfortable in their first language.
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The marked change in environment for the highlanders living on the coast often 
results in social and economic marginalisation. This is compounded by the 
alienation of leaving a community to live on the edge of a city, in a pueblo joven 
(shanty town) and by working as an ambulante, a black market travelling 
salesperson, selling anything from lighters to bootleg music or homemade souvenirs 
to tourists. Other employment is found in service of mestizo or white households. 
Employment for the campesinos in the cities is also sometimes found in the service 
industry, cleaning restaurants or hotels.
5.2.3.2 The M ountains
The Andes jut up from the coast abruptly: heights of 6000 metres are present just 
100 kilometres inland, Rachowiecki (1987). This region is characterised by the 
spectacular and majestic Andes, with Huascaran at 6768 metres, the highest 
mountain in the tropical world. Most of the Peruvian Andes range between 3-4000 
metres and it is here where approximately the other half of the population live. 
These people are rural Indians or mestizos who practice subsistence agriculture. 
There are no big cities in this region and the access to towns and villages is often on 
poor quality roads.
Part of the environment is inhospitable as there are snow-clad peaks and 
vertiginous canyons, though between these, in the form of two parallel ranges, there 
are fertile valleys that lie between 2500-3500 metres altitude. This region enjoys a 
regular rainfall in the summer months and as such supports a wide range of plant 
and animal life (Davies, 1997). This is the region where the Valley of Cusco is 
located, the place that was chosen by the Inca as the capital of their empire, in the 
basin, which holds the highest navigable water in the world. Lake Titicaca. This 
region played a very important part in the Peru's ancient history and has been key 
in its tourism development over the last forty years also. To the east of the Andes 
slopes, much more rainfall is received and as the elevation reduces, the mountains 
meet the jungle, the third and final region of Peru.
52.3.3 The Jungle
The Amazon Basin covers over half the landmass of Peru, though it is the least 
populated region in the country. According to Rachowiecki (1987), though the 
region was fast becoming colonised in the late 1980s, it accounted for 5% of the 
country's population. This area is covered in lush lowlands and the most northern 
point forms part of the great basin of the Amazon River. In ancient times, this region 
is said to have been home to peoples who had limited contact with more advanced 
cultures of the Andean valleys (Davies, 1997). The eastern slopes of the Andes are 
shrouded in a mantle of forest (Rachowiecki, 1987). The cloud forest then gives way 
to the ram forest of the Amazon Basin where travel is largely undertaken by air or 
by boat on the river.
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5.2 A History via Archaeology
Peruvian history has come to be synonymous with the Incas and the stunning 
monuments created by this culture. Indeed, it is Peruvian archaeology that comes to 
mean Peruvian history. As Rachowiecki (1987:9) states:
'For many travellers, Peruvian history, means 'Inca'. Certainly, the Inca 
civilisation is the best known and most studied o f all the pre-Columbian cultures of 
South America and it is one that most travellers will experience more than any 
other. B u t.... Peru had many pre-Columbian cultures preceding the Incas by many 
centuries'
Such understanding that different monuments in Peru had been constructed at 
different times and possibly by different cultures, was put forward by E G Squire, 
an Englishman who travelled throughout Peru during the 1870s. Since this time, 
archaeologists from around the world have been involved in tracing the evidence 
available in order to create a chronological framework of the ancient cultures of 
Peru's history. This section provides a brief outline of Peru's archaeology with 
particular reference to the vast and spectacular construction of the Inca culture.
Archaeology has been the key to discovering Peru's pre-Columbian history, though 
with no written languages, the ancient kingdoms of Peru have been traced via the 
record left by the types of buildings and artefacts they created. Indeed, apart from 
the impressive nature of the Inca legacy and the speed with which the culture built 
its constructions (for all its greatness, the Inca empire only existed for a century), the 
reason more is known about Inca culture than those preceding it, is because it was 
conquered by a culture with a written language. The Spanish chroniclers of the 
conquest produced records that allow us insights denied us of the pre-Columbian 
cultures. Naturally, the record is from one side only, which is important to keep in 
mind when reading the accounts.
Peru then, along with the remains of many of its lesser-known pre-Inca cultures, has 
a larger number of archaeological sites than any other South American country. The 
Institute Nacional de Cultura (INC) has identified no fewer than 36,000 known 
archaeological sites in the Cusco region (Jenkins, 2000). It is these sites, along with 
those in the northern region of Trujillo, which have developed a visitor orientation. 
The body responsible for Peru's archaeological sites is the INC under whose 
auspices are many of the related museums. This organisation, like the Ministry of 
Tourism, is a centralised operation, with headquarters in Lima and offices in the 
main cities of the country.
5.2.5 Pre-Inca Civilisations
It is thought that the first people to inhabit what is now known as Peru, descended 
from the people who had formed the first colony in the New World after crossing 
the land bridge that still connected Asia and America, into the region of the Bering 
Strait, (Rachowiecki, 1987; Davies, 1997). Cultural development consisted in 
improving stone implements and hunting creatures, such as sabre-toothed tigers
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and giant sloths and later, once these had been made extinct, moving to subsist on 
the animals currently seen in the region such as vicuna, llama and deer. Early 
agriculture began from around 4000 BC and the plantation sites, which are now 
garbage mounds, found on the coast in the shape of settlements, have been 
excavated by archaeologists. Ceramics were still not known though evidence of 
jewellery making has been found made of bone and shell, (Rachowiecki, 1987). The 
Early Formative Period covers between 1250 to 850 BC and is known due to remains 
found in the north of the country, near Trujillo. During this period, ceramics, which 
came to be a key artefact for the civilisations to follow and is currently an important 
part in the souvenir trade, developed from basic unadorned pots into sculpture of 
colour and high quality. Weaving and fishing developed along with horticulture.
5.2.6 The Chavin Horizon
This horizon is also known as the middle formative period and it is said to have 
lasted from about 850 BC to 300 BC. It was named after the site, Chavin de Hauntar 
in the Ancash Department of the country. It was termed horizon due to the fact that 
the influence shows evidence of spreading to other cultures in the shape of artistic 
and religious influences. This was felt as far north as Lambayeque, north of Trujillo 
(in the north of Peru) and in the early pottery of Paracas Cavemas, south of Lima. 
The influence of the Chavin culture was very wide-spread, covering at least the 
northern two-thirds of Peru's highlands and coast. A key feature of this culture was 
a repeated jaguar motif and it has been called a jaguar-worshipping cult. This 
culture saw the largest developments both in pottery and weaving and by many 
scholars and archaeologists, it is agreed that the Chavin Horizon is the most 
important cultural development of pre-Columbian Peru (Rachowiecki, 1987).
During the late formative period, around 300 BC, the Chavin style disappeared 
without further trace or explanation. Over the 500 years that followed, no one 
culture dominated in terms of outstanding developments in textiles or pottery, 
though the Salinar culture present both near Trujillo and in the Paracas Necropolis 
south of Lima showed advances in firing techniques. The textiles of the Paracas 
Necropolis in textile weaving are considered to be of the finest qualities of the sub­
continent (Rachowiecki, 1987). During the period between 100 and 700 AD regional 
development flourished rather than just one single dominant culture. This period of 
Peru's history is often referred to as the 'Florescent' or the 'Classic' in that it was a 
time in which pottery; metalwork and weaving reached new technical and artistic 
heights.
Two distinct cultures emerged from this time; the Moche from the Trujillo region, 
and the Nazca people, from the southern coastal area. These cultures were noted for 
their fine ceramic work and their detailed use of pottery to record the events and 
way of life has enabled archaeologists to piece together a detailed picture of this 
period. The Moche built the massive pyramids of the Temples of the Sun and the 
Moon near Trujillo, while the Nazca people made their mark with the mysterious- 
looking Nazca lines, which are best seen from the air in order to make out the foot­
ball pitch size figures of animals.
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5.2.7 The Wari Empire
Wari was the capital of the first expansionist empire known in the Andes, though 
unlike Chavin which had preceded it, the expansion was military in nature, and not 
only in the artistic or religious sense. The city of Wari (or Huari) is located north of 
Ayachuco though as vigorous conquerors the Wari people built outposts all around 
Peru. PiquiUacta, near Cusco, was built by the Wari as was Cajamarquilla, near 
Lima. Wari influence in the art, architecture and technology of Peru was evident 
throughout the country as they tried to dominate other cultures by conquering 
them, which made them unpopular and unwelcome. By 1100 AD, the Wari were 
overthrown by the individual groups in the surrounding areas and for the next 
three hundred years, separate regional states flourished in their place. Table 5.1 
below outlines the key cultures that emerged together with their geographical 
location and the key monuments they built, where relevant.
Date Name of 
Culture
Geographical Region Monuments
Constructed
1100
AD
1400
AD
Chimu
Kingdom
Chachapoyas
Chancay
Ica-Chincha
Chanka
Cusco
Kingdom
Trujillo
Utcubamba River 
Basin
Chancay Valley, 
North of Lima
Sillustani
Ayacucho-Apurimac
Area
Cusco
Chan Chan 
Adobe City
Kuelap
Artefacts in 
Amano Museum, 
Lima
Circular Funerary 
Towers, near 
Lake Titicaca
Table 5.1: Key Post-Wari Regional States & Cultures Co-Existing in Peru between 1100 and
1400 AD. Source: Rachowiecki (1987:13).
5.2.8 The Inca Empire
In 1430, the conquest by the Incas of the above cultures is all the more remarkable 
when the extent of their establishment is considered. The Chankas however were 
already at war with the people from Cusco, which resulted in a victory for the 
Cusquehos. From this point onwards, the Inca Empire, or the Tahuantinsuyo 
(Quechua for the Four Comers) began to be expanded. Within little time the Incas 
conquered and incorporated all of the different cultures cited in Table 5.1 
throughout the different regions of the country. Eventually, the reign spread as far 
as Southern Colombia and central Chile. Davies (1997) offers an excellent analysis of
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the cultures of Peru, including the Incas, while Hemming (1970) focuses on the 
conquest of the Inca culture and people.
5.2.9 The Spanish Conquest
In 1528, after several attempts to penetrate beyond Columbia from the already 
conquered Caribbean islands and the Aztec and Mayan cultures of Mexico, 
Francisco Pizarro managed to arrive as far as Northern Peru, via the Santa River. 
This trip acted as a form of reconnaissance as Pizarro was able to see the riches of 
the Inca Empire and then returned to Spain to plan the conquest. In 1530, he landed 
on the coast of Ecuador and marched into Peru and in 1532, founded the first 
Spanish town, San Miguel de Piura. Thereafter Pizarro continued to march until he 
arrived at the heart of the empire. In Cajamarca he captured the Inca emperor 
Atahualpa, which heralded the end of the Tahuantinsuyo, the Inca Empire.
Under colonial rule, the new capital of Lima was designated, as a port was required 
in order to maintain communication with Spain. The conquered country was named 
the Viceroyalty of Peru. We do not still know how the preceding indigenous 
cultures named and referred to their homeland. The first thirty years of Spanish rule 
were characterised by turmoil and in-fighting amongst the conquistadores for control 
of the resource-rich colony. Pizarrro was assassinated in 1541 and Manco Inca 
nearly regained control of the highlands in 1536 but by 1539 he took to Vilcabamba, 
retreating there but this is where he was found and was killed in 1544. The 
succeeding Incas of the intervening years did not oppose the colonial rule as fiercely 
until Tupac Amaru who rebelled, though he too, in the middle of Cusco's main 
square, met his death at the hands of the Spanish. Lima had become the major social 
and political hub of the Andean area, while Cusco, so important to the Incas as the 
centre of the Empire, fell to being a backwater region.
One main cultural development was the Cuzqueno School of Art which represented 
a hybrid between the two cultures. Until the early 19* century, the Spanish 
controlled Peru as well as many otiier Latin American colonies. In surrounding 
areas of the Spanish colonies, revolt and rebellion were becoming common and in 
1821 San Martin liberated Argentina while Simon Bolivar freed Venezuela and 
Colombia in 1822. Peru became independent from Spain in 1826, led in the 
liberation by both Bolivar and Field Marshall Sucre.
5.3 Tourism in Peru
5.3.1 Tourism Demand
Peru received 133,546 international visitors in 1970 and a decade later visitor 
arrivals were recorded at 372,790 (Pacific Consultants International, 1999). 
International tourists have been arriving in Peru since the early 1960s although these 
were explorer type travellers and their number was small. The late 1960s and early 
1970s however saw the incipient stages of tourism beginning to arrive to Peru, 
though its development began in earnest in the late 1970s and early 1980s. Visitor
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arrivals at national borders began to be recorded in 1982 (WTO, 2002). Table 5.2 
below sets out the total of these arrivals for the last twenty years.
Peru has remained one of the most popular countries to visit in the South American 
continent over the last 30 years. Due to economic and political turmoil, Peruvian 
tourism experienced two significant troughs in the early 1980s and 1990s. Between 
1982-85 Peru was one of only three countries in the world to experience a decline in 
demand (Desforges, 2000). As Table 5.2 shows, it is the last decade that has seen the 
greatest and steadiest increase in arrivals.
Year N on -R esiden t A rriva ls  to  Peru
1982 316, 967
1983 273,324
1984 278,783
1985 299,958
1986 303,601
1987 330,110
1988 359,281
1989 333,594
1990 316,873
1991 232,012
1992 216,534
1993 271,901
1994 386,120
1995 479,231
1996 584,388
1997 649,287
1998 723,668
Table 5.2: Total Number of Non-Resident Arrivals to Peru 1982-1998.
Source: World Tourism Organisation 2002.
In 1994, a sharp increase to 386,120 was recorded and largely attributed to the 
improved economic conditions brought about by the capture of Guzman, the head 
of the Maoist terrorist group, the Shining Path. Able to market itself as a safe 
destination for the first time in its tourism development, Peru has seen this trend 
continue with 1998 logging a record 833,807 international visitors, responsible for 
generating US$631 million income (Pacific Consultants International, 1999). In 2000, 
the one million target was achieved, two years before it was expected. The profile of 
the demand is of visitors in the ABC socio-economic categories. Its main markets are 
North America, Germany, France, United Kingdom, Israel, Argentina, Chile and 
Brazil.
5.3.2 Tourism Supply: Peru's Attractions
The natural resources found in Peru lend themselves to the development of three 
main types of tourism product. Perhaps the most helpful way of discussing what is 
on offer in Peru is to refer first to the types tourism activity that can be undertaken 
and link these to three different geographical areas in which they take place. Peru 
has natural, cultural and human heritage (Hall & McArthur, 1996), which provides a
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backdrop to the different tourist activities of ecotourism, bird watching, sightseeing, 
visiting archaeological sites and interaction with locals, whether from the urban 
centres or rural areas. Recent market research surveys of foreign visitor satisfaction 
levels, PromPeru (2002:4) outlines the types of tourism available together with the 
percentage of the sample who engaged in the different activities. PromPeru's 
definition of the nation's supply is thus:
'There are three types of tourism on offer here: cultural tourism, ecotourism and 
participative tourism. The first type is linked to visits to archaeological sites. The 
second type relates to visits that are made to natural areas. In its turn, 
participative tourism, is intimately linked with tourist activity as part o f an event, 
popular fiesta, or the traditional customs o f the inhabitants, etc;'
It is noteworthy that visits to churches, cathedrals and colonial architecture are not 
classified under cultural tourism in PromPeru's survey as even so, according to its 
recent survey, 67% of visitors defined themselves as 'cultural' tourists in that they 
had come mainly for the archaeology, while 47% of the respondents defined 
themselves as ecotourists and 57% said that they were participative tourists. These 
response rates reveal that the supply of tourism products in Peru allows for a mix of 
the natural, cultural and human heritage to be experienced by tourists. The tourist 
circuits which have been developed in the north and the south of the country are in 
part, accountable for the mix of products and experiences that the majority of 
tourists consume while on their trip in Peru. All three types of tourism are 
important to the development of Peru's tourism sector. However it is heritage 
tourism that is at the heart of this research, although the setting of many of Cusco's 
archaeological sites, natural heritage plays a part in the visitors' experience of the 
site as does the country's human heritage, as tour guides (official and local), local 
marketers and souvenir-sellers are often all present at and around the sites.
5.3.3 Tourism Development & Organisation
Tourism organisations exist in Peru at national, regional and local level, though the 
structures of the main tourism organisations are centralised and decisions are made 
largely at national level. Until 2002, tourism at the national level was under the 
jurisdiction of the Ministry of Industry, Tourism, Integration and International 
Trade (MITINCI). As of 2002, a new organisation, MINCETUR, was inaugurated in 
order to replace MITINCI and to give tourism prominence. International tourism 
promotion however, is run by separate organisation called the Commission for the 
Promotion of Peru (PROMPERU) although this now comes under the jurisdiction of 
MINCETUR.
At regional level, the MITINCI has regional representation in every department in 
the country. These bodies are the Regional Tourism Boards and Chambers of 
International Commerce (DRITINCI) and the function of these bodies is to afford 
some decentralization in order for regional development to flourish. However, the 
decision-making process remains controlled at national level at the MITINCI, so in 
actual fact no devolution of power exists in this centre-periphery relationship and
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regional tourism development is still controlled by the MITINCI in Lima. This begs 
the question of what the point of the DRITINCI bodies actually is -  which presents a 
large operational cost to the MITINCI - without the benefit of them undertaking 
needed work at regional level. The official role of the DRITINCI is data collection 
and the management of local and regional tourism matters and to feed back to the 
MITINCI to whom they are accountable. Other roles of the DRITINCI, on 
instruction from Lima, are the development of arts and crafts fairs to stimulate local 
economies and artisans; registration of official tour guides wishing to work in the 
region; the development of workshops and talks appropriate to the different sectors 
of the tourism industry in the region. Increasingly, at least from the findings from 
the research undertaken at the Cusco DRITINCI, the desire to provide a forum, a 
focal point for discussions between the different private sector associations that 
have emerged in the last decade.
Without the power to decide their own budgetary needs and the lack of power to 
execute the management of regional and local tourism, albeit with reference to the 
MITINCI headquarters, in effect the DRITINCI role is constrained and limited to 
information-gathering and dissemination. However, development towards 
collaborative planning between the national, regional and local levels has become 
more apparent (Ladkin & Martinez Bertramini, 2002). In June 1998 a law was passed 
for the Development of Tourist Activities and a joint body was established for co­
ordination between the public and private sectors involved in tourism, which is 
known as the National Commission of Tourism. The Master Plan of 1999 outlines 
the importance of the future development of tourism in Peru growing within the 
context of the other key stakeholders, from other public organisations, such as the 
National Institute of Culture (INC), to the participative involvement of local 
communities. The importance of strategic planning to include the participation of 
key stakeholders in the development of heritage tourism is a recognised need 
among the scholars and writers on the subject, (Hall & McArthur, 1996; Harrison, 
1996; Cooper & Helmy, 2002).
5.3.4 Master Plan Study on National Tourism Development in the Republic of 
Peru (1999)
Between September 1998 and March 1999, the above study was commissioned by 
President Fujimori and was undertaken by the Japan International Co-operation 
Agency, though MITIINCI was a counterpart agency for its fulfilment. The report 
was published in 1999 and aimed to serve as a strategic tool for repositioning Peru 
as tourist destination. The study covered the whole of the country but structured the 
work on three key areas; the northern area, the Lima area and the southern areas. In 
the short-term, the study set 2005 as the target year for recommendations to be 
implemented while in the long-term, the study had 2015 as the target year. The 
study had three objectives, (Pacific Consultants International, 1999:i) which were:
To set up a national tourism master plan, and regional tourism plans for the 10
Potential Tourism Development Zones (PTDZs)
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To transfer the skill and know-how of tourism planning to the Peruvian 
counterparts, and
To introduce measures to alleviate poverty and regional imbalances, and to achieve 
tourism development that is harmonious with local communities.'
The investment in the Master Plan in and of itself in 1999 is evidence of a 
government understanding the potential for tourism to assist in Peru's socio­
economic development. In summary, the Master Plan outlines that the development 
of tourism needs to be within an appropriate context. It states that, (Pacific 
Consultants International, 1999:i):
'Contribution to economic development as a competitive 'export-oriented' industry
Contribution to social development by creating employment and providing local 
opportunities for small businesses, and
Contribution to the conservation o f natural and cultural heritage as an economic 
incentive and a catalyst for awareness.'
Within this framework, the study outlines key areas for development, which are 
summarized below.
o Strategy Development at National Level 
o Diversification of Tourism Products 
o Promotion of Local Participation 
o Conservation For Self-Sufficiency 
o Improvement of Visitor Facilitation 
o Strengthening of Tourism Promotion 
o Tourism Development Framework 
o Evaluation & Conclusions
The recommendations and contents to some extent form the basis of development of 
the new Ministry of Tourism, under the integrated name of MINCETUR, which is 
discussed in the following section. The overt understanding that tourism is an 
export, albeit an invisible export, (Mathieson & Wall, 1982) suggests a greater 
awareness of the complex nature of the sector and the need therefore, for its careful 
handling and management.
5.3.5 Recent Institutional Developments in Tourism Administration
In 2002, MITINCI was replaced by MINCETUR, which stands for Ministerio de 
Comericio Exterior y  Turismo, meaning Ministry for Foreign Trade & Tourism. The 
presence of the word tourism in the title reflects the increasing importance it has 
acquired in the Peruvian economy. The new organisational structure is represented 
in Figure 5.2. This is flatter structure than the one used previously in MITINCI and 
it is apparent that tourism features more heavily in this new organisation. Figure 5.3 
represents a translation of the key in Figure 5.2, while Figure 5.4 is a translated inset 
from Figure 5.2, focusing solely on the structure of the ViceMinistry of Tourism.
136
Ministerio de Comercio Exterior y Turismo - MINCETUR
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Figure 5.2: Organisation Structure of M INCETUR. (Source: M IN C ETU R website, 11/2003)
Key:
D ecentralised  P ublic O rganisations:
CENFOTUR: Tourism  Training Centre
PROMPEX: C om m ission for the Promotion of Exporters
CONAFRAN: N ational C om m ission of Tax-Free Areas, Areas of Special Com m ercial Treatment, and 
Areas of Special D evelopm ent.
ZOFRATACNA: Adm inistration Committee for the Tax-Free and Commercial Area of Tacna.
PLAYA HERM OSA-TUM BES: A utonom ous Authority of Playa Herm osos-Tum bes.
Project & Board:
COPESCO: Special Project Plan COPESCO 
PROMPERU: C om m ission for the Promotion of Peru.
Figure 5.3: Direct Translation o f Abbreviations o f Bodies Linked to M IN C ETU R featured in the
Key to Figure 5.2
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CONACTRA
Consulting 
Committee for 
Tourism
Consulting 
Committee for 
Arts & Crafts
Technical Office 
for Arts & 
Crafts & 
Tourism
General Office for 
Research & Tourism 
Facilitation
Department 
of National 
Tourism 
Development
Vice-Ministry for Tourism
National 
Department 
of Tourism
National 
Department 
of Arts & 
Crafts
Figure 5.4: Vice-Ministry of Tourism within MINCETUR and its departments and offices. Source:
MINCETUR website (2003)
On MINCETUR's website, the organisation's vision and mission are outlined, 
together with its key functions. In general terms, MINCETUR creates, directs and 
co-ordinates foreign trade and tourism policy. Its key responsibilities are tire 
promotion of all types of exportable material and the negotiation of commerce 
between Peru and other nations. This is undertaken with the Ministry of Foreign 
Affairs and the Ministry of Economy and Finance and other relevant government 
departments. The vision of MINCETUR is outlined more specifically on its website:
'... M IN C ETU R makes a contribution to the development o f a society with an 
exportable culture and an awareness o f tourism, and improved levels o f 
employment, better income distribution and better conditions for the country's 
exporters and wider access to markets, thanks to the increase in foreign trade, 
tourism promotion and art and crafts, commercial know-how and the leadership 
and efficient links with the economic and government sectors. '
The mission stated on the website is limited to three key objectives, although it also 
claims that Peru's human resources aid in the promotion of national cultural values, 
as does the export of its culture through tourism:
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'Optimise and make the most o f the access to international markets for national
goods and services.
Promote competition, decentralisation, sustainability and diversification of all
export, tourism and art and craft supply.
Promote the international position o f Peru's image in the areas o f its competence.'
The functions listed as part of MINCETUR's tasks do not however acknowledge the 
difficulties achieving the mission objectives. There is no mention of the conflicts of 
promoting competition and sustainability, for example, nor more importantly is 
there acknowledgement of how these conflicts have been addressed or attempted to 
be resolved. There is acknowledgement however, of the multi-disciplinary nature of 
tourism in particular and as such, it is expressed that it is necessary to take this into 
account along with the social and cultural impacts of its development.
There are several functions listed but those are deemed by the researcher to be the 
priority for the future development of Peru's tourism sector are outlined in 
Appendix A. In summary, the functions focus on the need to develop inter-sectorial 
links and the need for systems of co-ordination with other bodies linked to tourism 
development. To this end, in order to achieve the functions set out by the Ministry 
for itself, MINCETUR developed a reformulated strategic development plan in June 
2003. This document is available to download from the MINCETUR website. The 
full title for the plan is, 'Strategic Institutional Plan o f the M inistry o f Foreign Trade and 
Tourism -  Reformulated for 2004-2006'. The tourism-specific objectives are outlined in 
Appendix B. In summary, they focus on developing a tourism sector for Peru in 
proportion with the economy and which can deliver socio-economic benefits to the 
population without damage to the nation's cultural or natural heritage.
The objectives of the strategic plan reflect a deeper understanding of the 
complexities of developing tourism for Peru. Moreover, MINCETUR's strategic plan 
2004-2006 links each of the objectives cited to specific actions and indictors of 
achieving the objective. There are five key 'Permanent Actions' listed as part of the 
desired status of tourism in Peru which are listed below. Of these, the first and the 
third of these are directly relevant to the questions of this study. One is the 
improvement of the quality of tourism services and the other is the validation of 
qualifications and the certification of human resources involved in tourism 
according to the standards and experience of the labour market. It is stated that 
these indicators require the development of accompanying documentation. Also of 
interest are some of the Permanent Actions listed.
The first 'Permanent Action' listed is the 'Design & Planning for Tourism 
Development' and its indicators of implementation are the development co­
ordination the agreement of legislation. The second 'Permanent Action' listed in the 
strategic plan is the 'Development & Promotion of Art & Crafts and Technological 
Innovation'. The indicators are listed as an increase in art & craft production; 
promotional action; number of centres for training and education created; 
programmes developed for the supply of exportable art & craft products. The fifth
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'Permanent Action' listed expresses the desired status of 'Making Peru a top tourist 
destination and exporting the tourism image overseas'. The indicators for this action 
are listed as; an increase in inbound tourism (measured by Immigration and 
MINCETUR in annual visitor arrivals statistics); daily spend per tourists (in US 
Dollars); and the increase of domestic tourism (measured by overnight hotel stays).
5.3.6 The Foundation for the Promotion and Development of National Tourism
Another key development that has emerged over the last two years from within the 
newly organised MINCETUR is the above foundation, named as Fondo para la 
Promocion y  Desarollo Turistico Nacional in the Spanish. According to the MINCETUR 
website, '... the foundation was created in order to finance the activities and projects, which 
aim to promote and develop tourism in the country.' Since late August 2003, the 
foundation has been developing projects across different regions of Peru. One of 
these projects will provide a major improvement to the small town of Aguas 
Calientes. This is the train station for Machu Picchu and as such is busy with tourist 
traffic. This in turn has attracted local people wanting to sell their arts and crafts to 
tourists awaiting the train to return to Cusco. The last five years in particular has 
seen unprecedented growth in restaurants and hotels in Aguas Calientes, and most 
of these are concentrated alongside the train tracks, though these have penetrated 
the heart of the small town also. Despite the spectacular setting of the town of 
Aguas Calientes, the growth of the market stalls selling souvenirs of varying quality 
and the mushrooming of places to eat has created a negative visual impact. The 
sheer weight of volume of tourist to this small place has also created negative spin­
offs.
The first phase of the Foundation's project for this town is the reorientation of access 
and amenities in Aguas Calientes. In essence, there is a level of interpretation 
involved in this phase. The arts & crafts sellers will be moved from the sides of the 
railway line and will occupy the custom-made Plaza de Artesanos. This will be a 
safe distance from the train-line and each seller will have a fixed stall with a roof to 
protect from sun and rain. A bridge will connect the town to the train station and it 
will facilitate safe passage for visitors to Machu Picchu site. New roads are being 
planned in order to lessen congestion in the small town centre and the 
reorganisation of the town aims to allow tourists to flow through safely and to ease 
congestion. Similar projects are planned in other parts of the country, although it is 
important for the changes to strike a balance between regeneration and the 
maintenance of local colour and vibrancy of the areas.
Investment in such projects is a clear indication of a commitment to use tourism as a 
vehicle for brining tangible benefits to local communities. Other parts of the project 
are the planting of tress and shrubs in the town as well as the installation of a social 
welfare clinic. Such developments of a better environment and investment in 
infrastructure are evidence of a new level of collaboration between the bodies 
responsible for tourism development and, importantly of MINCETUR, through this 
foundation, achieving one its key objectives.
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5.3.7 Tourism Industry & Associations
Until Fujimori's presidency, the tourism industry in Peru was dominated by small 
and medium-sized business run mainly by national entrepreneurs. In Cusco 
however, European or American entrepreneurs run about a third of the small to 
medium-sized businesses. During Fujimori's terms in office, rapid changes occurred 
across sectors, though the adoption of market-based economic policies and 
privatisation of the hotel chains and airlines has created a marked shift in the 
structure of the tourism industry (Desforges, 2000). The move has created inward 
foreign investment and as such the selling off of the previously state-run (originally 
British-built) railway and a portfolio of Peru's best hotels (including the hotel at the 
Machu Picchu ruins) to the Orient-Express chain, has created a change in the shape 
and ownership of the industry. One major change to the demand profile since what 
is known as the 'Fuji-shock' (Desforges, 2000) is the provision of more first-class 
experiences, which has enabled Peru to attract certain tourist types which was 
previously not possible for it. It now can provide for the needs of the older, middle- 
class visitors who are not prepared to 'rough it' as part of their holiday experience.
There are more operators and agencies, for example, in Cusco due to the fact that 
there is more visitor demand. However, the liberalisation has meant that 
competition between them has become fierce and there are fears that quality is 
being driven down, as is real choice. There is still a predominance of small and 
medium-sized businesses in the Peruvian tourism industry, though this is likely to 
change given the nature and number of the enterprises, particularly in areas where 
demand is very high. The first tourism association in Peru was the Touring & 
Automovil Club del Peru, founded in 1924 as a club for motoring enthusiasts whose 
aim was to promote tourism and the connected activities for the benefit of the 
country, (Desforges, 2000). It appears that this association even had a stand at the 
Great Exhibition in London 1930 and it set up a School for Tourist Guides in 1940, 
although the researcher could not trace either of these associations.
Currently there are several tourist-related associations, some of which operate on a 
national level while others are regionally based. Table 5.3 outlines some of the key 
associations currently operating in Peru and within the Cusco region.
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Association Name Spanish English
AHORA Asociacion Peruana de Hoteles, Restaurantes y 
Afines
Peruvian Association of 
Hotels, Restaurants & Related 
Organisations
APOTUR Asociacion Peruana de Operadores de 
Turismo Receptivo e Interno
Peruvian Association of Tour 
Operators
CANATUR Camara Nacional de Turismo National Chamber of Tourism
CENFOTUR Centro de Fomento Turistico Tourism Development Centre
CORPAC Corporacion Peruana de Aeropuertos y 
Aviacion Comercial
Peruvian Corporation of 
Airports & Commerical 
Aviation
COLITUR Colegio de Licenciados en Turismo Association of Tourism 
Graduates
POLTUR Policia Turistica Tourism Police
TRDC Corporacion de Desarrollo Turisticio de la 
Region
Corporation of Regional 
Tourism Development
AGOTUR Asociacion de Guias de Turismo Association of Tour Guides
Table 5.3: Tourism-Related Associations Operating in Peru with Full Name and English
Translation. Source: Pacific Consultants International, (1999).
5.4 Archaeology in Peru
Largely due to the Inca culture and its empire (along with the remains of many of its 
lesser known pre-Inca cultures), Peru has a larger number of archaeological sites 
than any other South American country. Since 1971, archaeology in Peru has been 
under the jurisdiction of the Institute Nacional de Cultura (INC). This organisation 
is the subject of the section that follows. Due to the amount of monuments and 
artefacts from Peru's pre-Columbian past, Peru now boasts a greater wealth of 
archaeological sites than any other South American country (Jenkins, 2000; 
Rachowiecki, 1987). Despite laws to protect the country's built heritage and the 
employment of INC staff to patrol the site, looting of sites, is still a considerable 
problem. The INC manages Peru's built heritage with a traditional approach as 
opposed to a modem, integrated view of the archaeology. The INC practices 
archaeology along the lines of traditional or 'old' archaeology, as discussed in 
Chapter 3, rather than the 'new' archaeology which acknowledges how extending 
interpretation of sites to the public can help protect them from destruction.
Two major figures are important in the development of Peruvian archaeology. Julio 
Cesar Tello is considered the father of archaeology in Peru. The other is Luis 
Lumbreras who has held several university posts in the Westn, namely the US and 
is currently the director of the Peruvian National Institute of Culture. This augurs
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well for the development of integrated heritage tourism in Peru, as under his 
directorship the INC has begun to give consideration to the role of indigenous 
communities in the management of archaeology. Moreover, his directorship may 
also enable new archaeology practices to develop within Peru also.
5A.1 The National Institute of Culture (INC)
According to the brief history section of the website 
(http://inc.percultiiral.org.pe/inst2.htm), the National Institute of Culture was created 
in 1971 as a '... decentralized Public Organization o f the Education Sector...' The INC 
therefore operates under the jurisdiction of the Ministry of Education but with its 
own dedicated personnel trained in areas such as technology, administration, 
economics and finance. The main aim of the INC is, as the website expresses it:
'...to  affirm national identity through a decentralized operation of undertakings 
such as preservation, training and the diffusion o f culture which brings about 
public participation and invites the public and private sectors to collaborate and 
actively participate in them. '
The INC operates at the national, regional and local levels in Peru, though the 
findings of the research undertaken for this study reveal that it has a highly 
centralised operation. Similar to the structure of MINCETUR, despite the fact that 
the INC is present in the capital cities of each of Peru's departamentos, the decision­
making process is limited to the organisation's headquarters in Lima. The INC is 
responsible for managing and conserving the country's built heritage and this 
includes its archaeological sites, amongst other manifestations of its 'culture'. 
However, there are two key problems with the manner in which the INC manages 
the archaeology. First, and this is apparent in the INC's mission statement as 
quoted above, the aim of preserving the manifestations of the nation's culture 
reveals a traditional approach to heritage management. Preservation rather than 
conservation is the approach of traditional management, which focuses on the 
monuments and sites to the exclusion of the natural and human elements involved 
in archaeology. Secondly, but linked to the first issue, is the fact that despite the fact 
that the country's spectacular archaeology has remained one of the key motivants of 
visitors travelling to Peru (Pacific Consultants International, 1999) the INC has not 
developed appropriate interpretation programmes for visitor management at the 
sites.
Of the weaknesses outlined in the SWOT created in the Peru Master Plan (Pacific 
Consultants International, 1999:5) the following have implications of direct 
relevance to this study:
'Insufficient management of, and guidelines to manage natural areas
Economic linkages between tourism sites and surrounding local community ...
Insufficient local initiative in nature and cultural conservation leads to poor 
awareness of the importance o f cultural and natural heritage
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Tourism administration is distributed among several agencies, and there is no 
organization or mechanism that rules over the tourism-related agencies.'
The last of these, relating to the dispersed nature of tourism administration in Peru 
is discussed more fully in Chapters 9 and 10. Despite the direct involvement of 
archaeology in the creation of the country's tourism products, there has been no 
tourism-specific strategy formulated by the organisation in order to respond to the 
increasing tourism demand to protect supply from the excesses of visitation. 
According to the Master Plan, (Pacific Consultants International, 1999:iv), this 
collaboration is key:
'To achieve conservation o f cultural heritage, participation o f local government, 
community, and the private sector and their collaboration are crucial. Tourism is 
expected to play a vital role to promote conservation.
The Plan (1999) also proposes the development of a national park system for the 
archaeological areas of Peru to be established, though there is reference to a modem 
heritage management focus. As revealed by the findings of this study, the INC 
manages the nation's heritage by excluding local people from the sites in order to 
ensure the buddings' integrity. This is undertaken without much practical 
consideration for the loss of the potential support of engaging them as local 
custodians.
5.5 Tourism Promotion & National Image
Although the Incas were not the only pre-Columbian culture to form Peru's 
historical and cultural past, the key tourism promotion images that are used by 
PromPeru are the Inca ones. Inca monuments, Inca legends and Inca traditions 
abound in the marketing of Peru as a whole. While a large amount of the Inca legacy 
is to be found in Cusco, as this was the centre of the Tiwantinsuyo, this is not the 
case for all of the country's regions. The north, for example, has much more 
evidence from the Chavin culture, which existed in the middle formative period, 
from about 850 BC until 300 BC. On this subject, Rachowiecki (1987:7) gives the 
following explanation of the Inca's place within Peru's wider history:
'Peru is frequently referred to as 'the Land o f the Incas' yet it could equally be 
called 'the Land of the Moche' (or the Chavin or the Wari). It is true that the Incas 
formed the greatest empire on the continent and left us with mysterious cities such 
as Machu Picchu, the magnificent ruins that we can visit today. Less well-known, 
but equally true, is that the Incas were the last in a long series o f Peruvian 
civilizations spanning several thousand years and that the ruins o f many o f these 
earlier civilizations can also be visited. '
PromPeru's icon and slogan as shown below in Figure 5.5 makes direct reference to 
the country's Inca heritage in words and images. The stone, which the 
hummingbird is flying out from, is a stylised Inca stone. However, the Nazca 
culture is also referred to in the image, as within the stone, it is the outlines of the
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Nazca line in the shape of a hummingbird that is present. This represents a bridge 
between the past and the present and it also allows the icon to make reference to the 
other key attractions of the country, its rich biodiversity and natural resources.
Figure 5.5: PromPeru's Promtional Icon & Slogan. Source: Official Website, (2003)
However, the Peru Master Plan (1999:5) identifies the focus of the Inca culture as a 
weakness in the current promotion,
'Among the numerous cultures that flourished in Peru over the millenniums, only 
Inca culture has market awareness.'
Although the current website includes information for visitors about the Pre-Inca 
cultures and the tourist circuits that exist in order to visit the areas where the 
material remains exist, the use of the slogan 'Land of the Incas' still highlights the 
main focus of the promotional campaign. There are operational implications of this 
focus, which are two-fold. First, it limits the amount of product diversification 
available, which is one of the recommendations outlined by the Plan. Secondly, the 
Inca-focus adds pressure to the already highly visited region of Cusco and does not 
encourage the redirection of human traffic to the less-well known areas of the 
country. This in part, is linked to the lack of an integrated and strategic overall 
vision for the development of tourism in Peru.
5.5.1 Indigenismo & Incaismo
Monuments, museums architecture and archaeology in Cusco are to a great extent 
highly visual representations of Incaismo. It is not however 'all Inca', as there is 
evidence of pre-Inca cultures and post-Inca, with some architecture being purely 
Colonial. There are examples of mestizo monuments, where Spanish construction 
has been undertaken upon on Inca foundations. However, as Van de Berghe & 
Flores Ochoa (2000:20) explain,
'Practically every tourist gets exposed to Inca matters, and the vast majority would 
not have come but for them.'
The phenomena of Incaismo and international tourism especially, though unrelated 
in origin (Van Den Berghe & Ochoa, 2000), have become inextricably connected. 
They now (2000:9) ' ... feed into one another to create a dynamic new reality.' Incaismo is 
a special case of the wide literary, intellectual, and political movement known in 
Peru (and in other Latin American countries, notably in Mexico) as indigenismo. In 
Peru, the roots of indigenismo go back to the 19* century and when it got turned into
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a protest ideology, capturing the imagination of left-wing intellectuals. It became a 
popular trend, a fad almost between the 1920s and the 1940s. Garcilaso de la Vega, 
the 16* century Cusco aristocrat (1961) is possibly the first Incaist', similar to how 
Alexander von Humboldt or Charles Darwin travelling in the Americas during the 
18* and 19* centuries, could be thought of as the first independent tourists. One of 
the key criticisms of Incaismo, and indeed indigenismo is that it is not the Quechua- 
speaking campesinos, the direct heirs of that social order, who are its main 
proponents but the Spanish-speaking, urban, mestizo intellectuals and other 
university-educated population from the mainstream. Incaismo forms the heart of 
the images used in tourism promotion, despite the fact there are many pre-Inca 
material remains in Peru available to visitors as tourism products. Incaismo provides 
the image bank used to stimulate demand, both international and domestic.
The sole use of human tour guides as the interpretation supply in Cusco exacerbates 
the variable characteristic implicit in the live nature of the guiding service. 
Misinformation and misguiding can unfortunately lead to misunderstandings 
between guide and tourist interactions, which are the exact opposite of 
interpretation's intended outcome. At the wider destination level in Cusco, 
misunderstandings and communication gaps occur between the local indigenous, 
direct descendants of the population and the mestizo population (Van Den Berghe & 
Ochoa, 2000:8):
'The ideology o f Incaismo became a marketable commodity, with much o f the 
marketing under the control o f the urban elite that spawned the ideology in the first 
place. '
Due the to large geographical scope of Tawantinsuyu, the Inca Empire, spreading 
across various neighbouring countries, Incaismo became the perfect template for the 
country's nationalist myth formation. Tourism has helped revive Incaismo over the 
last twenty years by consolidating notions of national identity, which is now an 
exportable commodity. This has meant that Cusco has come full circle to the time 
when it was the capital of what the Incas called the 'navel of the world', the Inca 
Empire, which the tourism industry has now coined as one of the log-lines in 
promoting the city and region.
5.5.2 Myth, Magic & M ystery & the Need for Quality Interpretation
Linked to Incaismo, indeed wrapped up in it, is the important element of myth 
involved in the packaging of tourism products. If Incaismo is part of Peru's mythical 
allure, Machu Picchu's mystique further placed Cusco on the tourist map (Van Den 
Berghe & Flores Ochoa, 2000). The romanticism of its discovery in 1911 as the 'Lost 
City of the Incas' has given way to extensive and varying accounts of this find 
(Hemming, 1970). Similarly, the 'Sacred Valley o f the Incas', with Ollantaytambo, 
Pisac and Chinchero archaeological sites and towns, has also been imbued with 
myth and legend about the construction, discovery, original use of the sites and the 
battles against their invaders.
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Tourists have an interesting and complex relationship with myth and legend. On 
the one hand they are attracted by myth, while on the other hand, it can also create 
frustration for the visitor. The myth is the 'pull' factor for stimulating demand but a 
'push' factor can occur away from the destination if the visitor does not feel that the 
guide is able to demystify the sites to some extent. The 'push factor' is alienation in 
the form of a disconnection that may occur without quality interpretation. The myth 
and magic of Peru s past requires skilful interpretation if visitors are to get the most 
satisfaction from their experience. The unravelling of fact from fiction, the 
distinction of what can and cannot be known for certain from the archaeological 
record, is required by the tour guide if an understanding is to be gained of the sites 
visited.
5.6 Interpretation & Tour Guides in Peru
5.6.1 Interpretation Supply
The supply of interpretation in Peru is under the jurisdiction of the INC, though 
most of it is limited to non-verbal media in the form of information panels. At some 
sites there is not even an orientation map or an information panel offering basic 
information about the site. Some sites do have information panels but these are 
sometimes in very bad repair. Such an approach to interpretation supply is almost 
as if these well-known sites, and it is a particular problem in the ruins around Cusco 
city, such as Sachsaywaman and Quenqo, need no introduction and no explanation. 
It is as if their very splendour and beauty will keep the visitor engaged and 
interested and although this may be true to some extent, the use of interpretation 
could also facilitate improved site and visitor management. In the light of growing 
visitor arrivals, the creation of an interpretation strategy for the country is 
imperative in order to safeguard the fabric of the built heritage.
At larger sites, however the interpretation stretches to on-site or nearby museums. 
However, these too tend to be traditional in their display. The Machu Picchu 
museum which is based by the Puente Ruinas train station, has lain in disrepair and 
obscurity for years, though there were plans a couple of years ago to renovate its 
physical and interpretive environment. The current space for the museum is smaU 
though big enough to display some explanations of the site's building and to exhibit 
photographic displays of the wealth of different plant species growing within the 
national park of Machu Picchu. Currently, then, the quality and upkeep of 
information panels and museums is poor, offering only simple and singular 
explanations of the sites. (Pacific Consultants International, 1999:45). As is discussed 
in Chapter 7, the findings from Phase 1 of the study show consensus on this issue. 
One of the recommendations of the Master Plan is the development of a museum 
network in order to create closer links between the relevant bodies.
The INC employs gatekeepers at sites for the payment of entrance fees, for those 
visitors who have not bought the pre-paid 'Tourist Pass' (which offers a discount for 
visitors paying to see the attraction in advance). These gatekeepers also play an 
important security role, at least during opening hours, acting as a deterrent against
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site looters. However, it is the tour guides who provide the interpretation for Peru's 
archaeological sites, and these are not employees of the INC. The majority of the 
tour guides work on a self-employed basis and are freelance, being employed by 
different agencies and tour operators as demand arises. In Cusco, however, there 
are four well-established tour companies who prefer to employ particular guides 
whose work they know to be competent. Many of these tour companies have been 
working in tourism for over twenty years and have established good reputations 
both locally and with major outbound foreign operators such as Journey Latin 
America or Explore, in the United Kingdom or TUI in Germany, both countries are 
major markets for Peru.
Interpretation in Peru is rarely used in order to orient or manipulate the visitors to 
move around sites in a particular route, nor is interpretation yet used as a strategic 
planning tool in order to develop heritage tourism that is integrated with the wider 
community and environment (Hall & McArthur, 1996). The Master Plan (Pacific 
Consultants International, 1999:64) outlines the problem:
'Almost all archaeological sites in Peru do not have the effective measure to 
interpret them for visitors to the sites, such as not only basic facilities o f sign and 
information (esp.for international tourists) or site-museum, but also visitor service 
facilities o f the rest spaces and restaurants. On the other hand, some remote ruins 
have bad accessibility to the sites.'
According to Sayers (1994:166) the lack of interpretation supply is a classic symptom 
of unplanned tourism development within the context of less developed countries.
'Tourism goes its own way, conservation struggles on and interpretation is best 
left to local guides, albeit sometimes excellent, and touts'
The Master Plan, (Pacific Consultants International, 1999:65), suggests the lack of 
interpretation is a major weakness for the region:
'It is necessary to develop the facilities for visitors, in order not only to fascinate 
them with attractive explanations about archaeological sties, but also to enlighten 
them on the significance of the site and its conservation.'
The Peru Master Plan (1999) urges that a visitor management system is vital to 
develop and implement, particularly at the more famous sites, to ease congestion 
and to enable conservation. Over the last few years, some developments toward 
improving interpretation have been made. At Ollantaytambo, there have been 
improvements in the quality of interpretative media available in the form of a 
refurbished museum, though the INC did not fund this. The INC has however been 
involved in the approval of the initiative to develop a project called the 
Ollantaytambo Heritage Trail. The main form of interpretation to Peru's 
archaeology is still the tour guide. Therefore, guides emerge as key in the overall 
interpretation supplied, though research undertaken by PromPeru (2002; 2003) on 
tour guide quality indicated only average-to-good levels of satisfaction, with
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problems such as a lack of foreign language competence being recorded as major 
weaknesses in the supply.
5.6.2 Tour Guides
The title guia is used quite loosely in the region. It can be used to refer to a 
university graduate who is a specialist in Inca history or it can be used of an 
adventure guide who has no formal training but knows the area and can offer 
visitors safety, guidance and companionship, when undertaking activities such as 
trekking or white-water rafting. This latter type would be what Cohen called 
'pathfinder' as opposed to the former type, who he would classify as 'mentor' guide 
(Cohen, 1985). Many of the problems reported to the Ministry of Tourism about 
poor guiding quality seem to occur when agencies use non-specialist guides, the 
pathfinders in the case of Peru, to take tourists rafting in the morning and 
sightseeing at cultural sites in the afternoon. The pathfinder may be able to provide 
excellent service in the first part of the day but when they fail to transform 
themselves into the mentor guide (due to lack of training), the visitor experience is 
compromised in the name of cost-cutting.
Those known as 'official guides' have usually trained either at the University 
undertaking a degree specifically in guiding, or alternatively at a College (Instituto) 
where they have undertaken a more vocational, less academic training in a related 
subject. Having interviewed two 'official' guides, one University trained, the other 
College trained, the researcher identified that among the body of trained and official 
guides hierarchical distinctions exist and different types of approaches to guiding 
prevail. However, distinctions do not appear to be made between the two 
qualification routes by the tour operators and agencies that employ the tour guides. 
For the visitor however, there is no visible way of recognising that a tour guide is 
qualified or indeed, via which training route they have come to the profession.
In other words, there is no one national body with a readily-identifiable icon to 
denote official guides and allow visitors to differentiate between qualified and 
unqualified persons claiming to be tour guides. In part, this is linked to both the 
structure and nature of the industry in Peru. The tour operators and agencies 
dominate as intermediaries between supply and demand so these intermediaries do 
the vetting of tour guides for tourists. It is common for all visitors to be guided 
around the country's heritage (natural, cultural or heritage) by a tour guide, and this 
includes those who have arrived as independent travellers. According to 
PromPeru's market research (2002) a considerable proportion of visitors arrive as a 
part of a package tour. Foreign guides who enlist the services of official guides for 
site-specific knowledge lead these tours, and the inbound and outbound 
intermediaries make these arrangements for the visitors.
5.6.3 Visitor Satisfaction with Tour Guide Quality
The importance of developing quality interpretation is at the heart of developing 
integrated heritage tourism. Visitor satisfaction is a measure of how well the process 
of developing an appropriate strategy has been undertaken. The process of
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developing an appropriate strategy needs all the stakeholders in the development of 
tourism to be involved in it, ideally from the outset (Hall & McArthur, 1996). Since 
tour guides at present are the mainstay of the interpretation in Peru, it is important 
that visitor satisfaction of tour guide quality be above average if Peru is to succeed 
in delivery quality tourism experiences. However, market research from PromPeru 
(2002; 2003) shows that visitors have rated their satisfaction with tour guides as 
average overall. Phase I of this research, undertaken in the year 2000, revealed that 
the key members of both the archaeology and tourism worlds, in the public or 
private sector were in agreement that the tour guide is an essential part of the 
tourism supply in Peru. However, there was also consensus amongst the 
respondents that excessive variability existed in the quality of guiding and such 
patchy performance was a problem for visitor satisfaction and for Peru's image. The 
respondents identified two key issues concerning this variability; the accuracy of 
commentary-knowledge and the problems of lack of foreign language competence.
In order to begin to address some of these issues which potentially affect most 
visitors' satisfaction, a new initiative, the Tour Guides Database (Registre de Guias 
de Turismo) has been developed by the new organisation responsible for tourism, 
the Ministry of Tourism and Exterior Culture (MINCETUR). The issue of tour guide 
quality is important because in Peru, visitors will be guided for at least half of their 
visit, even if they are independent travellers and not part of a package tour 
(PromPeru, 2003). The Registre de Guias de Turismo is available to access by 
qualified tour guides on the MINCETUR website. This is a self-registration service, 
which aims to collect the names and profile of tour guides operating in the country. 
The process is straightforward and asks for the details of the guide's qualification 
and these include; place of study; year graduated; length of studies; title of 
qualification. The title of qualification section offers another pop-up menu including 
mountain guide, tourism guide, official guide and 'other'. Guides can note their 
specialist guide subjects along with the languages in which they are proficient.
What is not clear is the operation of the database and whether tour operators and 
agencies in Peru are only employing tour guides who have registered themselves on 
the database and who can present their qualification certificates to their employer. 
As the tour guide can be contacted directly, independent tourists wishing to have a 
private guide for their party can also access such a database. The issue of quality 
assurance however does not appear to be addressed by the database. Closing the 
loop on pre-, during and post visit experience is not provided for by the database, it 
would appear as there is no space for each tour guide to have reviews or evaluation 
performances, posted up on their entry into the database. However, such an 
undertaking as this database does show concrete evidence of bringing together 
information about all the tour guides currently operating in the country and is an 
attempt at co-ordination and control for the good of both the independent visitor 
and the bodies involved in heritage tourism.
150
5.6.4 University Trained Tour Guides
The University guides consider that the college guides have not been given a 
rigorous enough training in the subjects of culture, history, archaeology and 
architecture. It emerges that the two formal training routes provided for those 
wishing to pursue careers as guides, separate the two key components needed for 
the profession of guide. The universities focus on subject knowledge while the 
colleges tend to focus on skills. While the university graduates who work in guiding 
feel superior to their college counterparts, it is an irony that the Western tourists are 
more likely to feel more comfortable with the guiding approach used by the college 
graduates, given the emphasis on communication and presentation skills in post­
modern societies.
In this light, the academic training of graduates in subjects such as archaeology, 
history, and anthropology at universities does not necessarily mean that these 
individuals wiU make the better guides. Whilst expert knowledge is certainly 
expected from a tour guide, it is not the only necessary competence. Moreover, skills 
such as people management, administration of arrangements and above all, the 
ability to create commentaries that provide access to the visited world are key in the 
development of the professional guide. Some university courses offered in Peru 
provide a course on the dynamics of guiding within the framework of a tourism 
degree or of an archaeology degree, in an attempt to bridge the gaps between 
knowledge and skills.
5.6.5 College Trained Tour Guides
The diplomas undertaken at colleges are specific to tourism and specific to tour 
guiding. These courses are of a shorter duration than the university degrees in 
relevant subjects, such as archaeology or history, and offer the student more 
experience in the field. The college guides consider that the university guides are 
trained with too academic a focus and not enough emphasis on practice in the field 
to achieve proficiency in areas such as group management, communication skills 
and visitor orientation.
5.6.6 Local Tour Guides
The term 'guia local' as local tour guides are known, is used to differentiate from the 
official guides. The term 'guia local' also denotes that the guides are locals to the area 
they are working in and these are namely, local indigenous people living in the 
rural areas of the country. In particular, in the case of Cusco, these local people often 
live near sites that have become tourist attractions. These locals offer their services 
as guides to those independent tourists who have not come accompanied by a guide 
of their own. Local guides at Raqchi and Ollantaytambo, for example, tout for 
tourists as a way to make extra income.
Sometimes an 'official' guide who has come to a site with a group wül hire a 'local' 
guide to give them some extra information about the place. They will then translate 
and incorporate this into their guided tour of the site for the tourists. As some local
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guides in the rural areas of Cusco speak Quechua (or sometimes Aymara) as their 
first language, and some of the 'official guides' from Cusco city centre are bilingual 
in Quechua and Spanish, it is not uncommon for the guides to speak amongst each 
other in Quechua and then for the 'official' guide to translate that to the visitors into 
either Spanish or English.
There has been some resistance to accept the local guides as a valid source of 
information. This was present in the findings of the research, largely from the 
official guides and from the INC, PROMPERU and MINCETUR. The bodies 
involved in tourism have flagged up a knowledge gap and over-reliance on legend 
and myth by these guides and express concern that their lack of training will result 
in poor quality and inaccurate commentary. There is also the problem of a language 
barrier, as few campesinos speak English. However, there are political implications 
involved in this issue, as is discussed later in the chapter. 'Pathfinder' guides, whose 
expertise lies in their physical fitness and orientation skills, are often used for the 
Inca Trail but on arrival at Machu Picchu after the four-day trek, it is expected of 
these guides to provide an interpretation of the site for the trekkers who are now 
sightseeing visitors. The researcher undertook this trail twice in 2000 and 2001 and 
informal conversations with the guides met on the way revealed that none of these 
guides were offered training in order to be able to be 'mentor' type guides on arrival 
at the site. It was expected that these guides pick up the key facts about Machu 
Picchu from other trained official guides. The researcher witnessed visitors 
displaying verbally aggressive behaviour towards the pathfinder guides, who were 
out of their depths in terms of knowledge about the site and expected by their 
employees to wing a presentation to clients, placing both the image of the 
destination and the guides themselves in a vulnerable situation.
The development of appropriate training for both pathfinder adventure guides and 
local indigenous guides needs to be established in order to protect both visitors and 
Peruvian residents working within the industry. The Master Plan (Pacific 
Consultants International, 1999:iii), suggests that a licensing system for local guides 
be implemented in order to,
'...to  promote local participation in tourism, and to improve visitor's satisfaction
as it would discourage illegal rogue guides.'
While this is an important step in the regulating of guides, it does not offer a vision 
of how this would be regulated and moreover, it does not mention how guides 
would receive this licence.
Access to education, after primary school, is limited in the rural areas and therefore 
the introduction of tourism to these communities remains a key issue to be 
addressed by any regional tourism development. The various types of guides and 
training routes available in Peru increase the potential for variability in both the 
standard and quality of supply. Through the visitor-guide encounters, demand is 
meeting supply in a very local and concrete way, and is therefore an opportunity for 
expectations to either be met, or thwarted by the experience.
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5.7 Cusco & the V alley of the Incas
5.7.1 The City of Cusco
Cusco is located in the southeastern highland of the country and Hes at 3326 metres 
above sea level. The city of Cusco lies within the Department of Cusco that holds 
some of the finest scenery of the Andean region. The city of Cusco was the capital of 
the Inca Empire as well as the most important place of pilgrimage in South America 
in modem times. Figure 5.6 shows the Cusco region and highlights the location of 
Raqchi (case study site for Phase I) and Ollantaytambo (case study sites for Phase 
11). Appendix C shows photographs of Cusco city, Raqchi village and site, the 
Sacred Valley of the Incas and Ollantaytambo town, the archaeological site and 
some Inca masonry.
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Figure 5.6: Cusco Region & Location of Raqchi & Ollantaytambo, Adapted from Rough Guide to
Peru (2000).
Tourism in Peru is not equally distributed, as 80% of those who visit, go to Cusco 
due to the fact it is most accessible gateway to site of Machu Picchu. Cusco is 
unrivalled in offering the visitor a wealth of spectacular heritage tourism products 
due to its built and natural resources, especially sites such as Machu Picchu. Cusco 
is considered a key tourism destination within Peru and it comprises the most 
popular tourist circuit of Lima-Arequipa-Puno-Cusco-Lima although some visitors 
leave Peru to travel to Bolivia via Puno, and therefore do not return to Lima. 
According to Rachioweicki, (1989:167):
'Cusco is a city steeped in history, tradition and legend. Indeed it is often difficult 
to distinguish where fact ends and myth begins. [...] Legend tells us it was
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founded in the century by the Inca, Manco Capac, who was the sun of the 
sun and born in Lake Titicaca.'
These legends are certainly part of the attraction, but as a result of its popularity, the 
region of Cusco suffers from congestion, and in particular, from a concentration of 
tourism flow around Machu Picchu and Cusco city centre. On market days, in high 
season there is also congestion at the sites of the Sacred Valley, namely 
Ollantaytambo, Pisac and Chinchero. This is a problem for both the physical 
carrying capacity of the archaeological sites, but also for the psychological carrying 
capacity for visitors and the local communities on the site doorstep. The lack of 
inter-organizational integration between archaeology and tourism is revealed on the 
ground and at specific sites. According to Ladkin and Martinez Bertramini, 
(2002:78-9), Cusco faces a number of problems which they outline thus:
'a concentration o f tourist flows around Machu Picchu & Cusco City
a lack o f shared vision and objectives regarding tourism development
insufficient intergovernmental coordination
lack o f quality service;
poor community participation. '
The public sector tourism respondents also mentioned the last problem cited above 
in Phase I of this study. The rural population in particular is not included in the 
identification of stakeholders in tourism development, although there are 
programmes to assist in the development of their art and craft traditions. Since the 
INC practices traditional heritage management and 'old' archaeology, it views these 
communities as problematic rather than potential custodians of the site. While there 
are many issues in Peru with site looters, tourism development in Cusco offers an 
opportunity to move toward modem heritage management. There are no official 
local guide associations in the rural areas, although there are two tour guide 
associations in Cusco; one for the university graduates, the other for the college 
graduates.
5.7.2 The Sacred Valley of the Incas
The Sacred Valley is one of the key highlights of the Cusco region. It is easily 
accessible from Cusco city centre by road and most tour operators and agencies in 
the city run a one-day tour to the area, stopping at the sites of Pisaq, Ollantaytambo, 
and Chinchero with lunch usually served in the town of Umbamba. Figure 5.7 
represents the Sacred Valley.
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HE SACRED VALLEY
Figure 5.7: The Sacred Valley of the Incas, Source: Frost, P. (2000).
This is a verdant and fertile area that traces a winding and spectacular course to the 
northwest of Cusco, moving eventually to the jungle and to merge with the other 
major waters that mark the start of the Amazon. The traditional trip to the Sacred 
Valley of the Incas supplied by Cusco tour operators is a long day-tour of some 
twelve hours, departing as early as seven in the morning. The pace only allows 
about 40 to 60 minutes at each site, even though Ollantaytambo, the largest and 
most complex of those visited, could absorb even the least culture-oriented visitor 
for half-a-day. The pace is quite gruelling on the tour with market day timetables to 
meet in order for the visitors to experience the places (as they are for the local 
people as these are both vegetable and souvenir markets. The ancient system of 
trueque handed down from Inca times (Rachioweck, 1989) is still in operation and 
reciprocal trade arrangements can still be witnessed between the marketers, 
although they now trade for money with the non-locals and tourists.
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Lately, due to the long and tiring day that the tour of the Sacred Valley can be, tour 
operators have been structuring a different version of the tour. The new version of 
the tour includes an overnight stay in the Sacred Valley of the Incas, namely in the 
one the ancient villages of Calca, Yucay or Umbamba, or Ollantaytambo. The 
accommodation stock in these areas has grown to reflect the demand for this newer 
version of the tour. Umbamba in particular is a very peaceful town located in a 
beautiful setting, which given the high levels of congestion and bustle in Cusco city, 
can act as a therapeutic retreat. The benefit for the visitor in undertaking this 
version of the tour of the Sacred Valley is that travelling time is cut down 
considerably, and moreover it affords an opportunity to experience a night in a 
quiet and traditional Andean town.
This tour offers the visitor a chance to see all the same places in the day as the one 
described above, but instead of going back to Cusco, it overnights either in the 
Sacred Valley or in Ollantaytambo. From there, depending on the type of tour the 
visitors will either be accompanied by the tour guide on the train from 
Ollantaytambo to Machu Picchu, which is 82 kilometres away or the visitors will 
begin the four-day trek on the Inca Trail to Machu Picchu. In this way, whether 
visitors overnight in Ollantaytambo or in Umbamba (or one of the other towns), 
they are reducing the amount of transport duplication involved in visiting the 
region. One of the key benefits for the destination of this development is that 
tourism revenue is being distributing more within the Cusco region, and not only at 
the traditional key sites.
5.7.3 R a q c h i
Raqchi is among Cusco's lesser-known archaeological sites, which, like other 
villages in the region, have over the last five years been turned into a tourist 
attraction. In a relatively short period of time, Raqchi has found itself placed on the 
tourist circuit as tour operators search to expand the range of products offered to the 
growing demand in the region. Raqchi is currently home to approximately 80 
households, who maintain a precarious living making pottery during the dry season 
and undertake agricultural work on their limited land during the wet season. 
During the high season, Raqchi receives approximately 100 visitors a day who 
usually arrive with their own guide on a tour bus from Cusco. These tourists are 
usually visiting several smaller sites in one day, and stop off at Raqchi for an 
average visit of an hour (Sillar, 1999) to visit the remains of the pilgrimage site.
Raqchi's main attraction is that it is an Inca site lying at 3480m above sea level, 
100km southeast of Cusco city. Here the Incas constmcted a major ritual centre and 
pilgrimage site dedicated to their creator god, Viracocha. Appendix C offers 
photographs of the village, site and surrounding area. The Raqchi project is unique 
in the region though, as it does not limit itself exclusively to archaeological work, 
but takes the local population into account. It is working to include the locals who 
want to play a larger role in the phenomenon of the tourism system that has entered
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their lives. One of the key aims of the project is to design a 'longer-term initiative to 
-preserve the archaeological site while presenting it to tourists in an exciting and informative 
way.' (Sillar, 2000:52). This aim represents the use of interpretation to inform tourists 
of the production of modem pottery and other aspects of life in the Andes today.
Since Raqchi has found itself on the tourist circuit, locals, mainly young men and 
boys have shown an interest in guiding visitors around the site. At the time of 
undertaking the research at local level in Phase I during August 2000, there were 15 
local guides at Raqchi. Their ages ranged from 15 to 30, according to one of those 
interviewed. There has been disapproval by the INC about the local guides at the 
site as there has been of other attempts to participate more directly in the tourism 
developing there. Locals living on the main square expressed a desire to open small 
cafes and restaurants there to serve the tourists, but the INC has denied this to them. 
The main reason given for this action by the INC was linked to their view that 
tourism should not be encouraged so near to a site. The INC was also opposed to 
resident plans to create some revenue from the tourists visiting Raqchi by setting up 
Bed & Breakfast type accommodation in their homes. The residents expressed 
disappointment in the short time the tourists have at Raqchi (usually an hour) and 
suggested that with an over-night stay there would be better economic gains to be 
made by the village. There are several natural sites in the area, including a local 
volcano, which could take up half a day at least in a trekking experience for visitors.
Over the ten years, the INC has threatened to move the village households deemed 
to be too near the site further back into the village. Such a move is a clear symptom 
of traditional heritage management, where the site becomes more important than 
the local area or the local population. The local guides, despite the INC's 
disapproval of their presence, had created a small booklet with information about 
the site that is for sale to visitors for five soles. The creation of this visitor guide has 
been made in Spanish and is a compilation of the 'oraT traditions of the legends, 
myths gathered from their ancestors and the information they have leamt from the 
'official' guides working on the circuit. The tour guides the researcher spoke to 
expressed their desire to better their knowledge of the sites have access to 'official' 
information about their village, though they regretted there were no prospects of 
undertaking a relevant course in guiding, archaeology or history as the village only 
has a primary school and they did not have the resources to a university education 
in Cusco.
5.7.4 Ollantaytambo
Ollantaytambo is a fascinating place because of both the archaeological site itself 
and the modem town that is unique. Ollantaytambo town is strategically located at 
the northwestern end of the gentle Sacred Valley, where, as Frost (2000:137) 
describes, '...the  river begins to plunge steeply toward the Am azon and the Valley 
gradually narrows to a gorge. '
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Ollantaytambo is 2800 metres above sea level, and 21km north of Umbamba. In 
archaeological terms, it is represents one of the most significant monuments in Pern. 
According to the Penguin Archaeology Guide (Bahn, 2001:332) Ollantaytambo is:
'an Inca site in the Umbamba Valley, near Cuzco, Peru. The site comprises a 
planned town, trapezoidal in outline, and a ridge-top 'fortress' which includes both 
domestic and ceremonial architecture. Originally a royal estate belonging to the 
Inca Pachacuti, it was used as a fortress by Incas rebelling against the Spanish.'
Figure 5.8 shows the layout of both the archaeological site (at the top of the 
diagram) and shape of the town of Ollantaytambo, (at the base of the diagram).
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2. Unfinished Gateway
3. Temple of Ten Niches
4 "Temple of the Sun" 
(Wail of Six Monoliths)
5 Great Ramp
6. Residential Complex 
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%  9. "'Bath of the Princess"
To incamisana
Road lo 
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Figure 5.8: Ruins of Ollantaytambo, Source: Frost, P (2000).
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The word 'tambo' is normally understood to mean 'place' or resting place in 
Quechua, however, according to Hemming (1970), the renowned Inca historian, the 
'tambo' part of Ollantaytambo refers instead to the tribe which inhabited the area 
before the Incas imposed themselves and conquered it (Frost, 2000). The name 
Ollantaytambo is said to have derived from Ollantay, the name of a local chieftain 
who harboured a forbidden love for one of the daughters of his sovereign, Inca 
Pachacuteq. Legend has it that Ollantay rebelled against the hierarchy but was 
crushed and defeated, and his unfulfilled dream passed into Inca legend, where he 
triumphs in that his story lends the place its name. The Rough Guide to Peru 
(Jenkins, 2000:139) describes it thus,
'the magnificent ancient town o f Ollantaytambo is overwhelmed by the great 
temple-fortress clinging to the sheer cliffs behind it. '
While according to Frost (2000:137):
'Historical records say that the entire Inca site o f Ollantaytambo was a 'royal 
estate' o f the Inca Pachacuteq, which would account for the fine  stonework to be 
seen everywhere, and the quality, abundance and scale o f the ceremonial 
architecture. '
Most of the commentators (Gasparini & Margolies, 1980; Protzen; 1993; Frost; 2000) 
on Ollantaytambo seem to be largely in agreement about its key purposes being a 
fortress and a ceremonial site. It is believed by the majority of commentators too 
that during the Spanish assault against Manco Inca's forces at Ollantaytambo in 
1537, the Spanish noted that they had to ford the river twice to avoid these obstacles. 
There is however, some divergence in the interpretation of the site in terms of its 
actual construction and some interesting differences over the validity given to the 
story of how it fell to the Spanish.
In the recent past, Ollantaytambo has become a key tourist attraction and over the 
last ten years in particular, the local community, like that at Raqchi, has attempted 
to participate more fully in the tourism it attracts. Similar to the process experienced 
at Raqchi, Ollantaytambo local residents faced opposition from the INC when they 
expressed the desire to become involved in guiding, accommodation provision and 
the selling of souvenirs. Due the experience of tourism development being longer at 
Ollantaytambo and also due to the larger size of the community, greater progress 
has been made in participation here than at Raqchi. While the local community at 
Ollantaytambo with the INC reportedly experienced similar battles initially, 
progress was eventually made on three main counts. These were the right for local 
people to provide tours of the site, the right to open up restaurants and cafes near to 
the site, and the right to open hostels and hotels in the town.
There are now a few cafes and restaurants on the Square of Maharaki, (see 1 in 
Figure 5.8). One restaurant is built on the edge of the site boundary wall and the 
main problem in this square is that it is used as a coach park on the Sacred Valley 
tour days. This square, nearer to the site entrance, is also used as a market ground
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for the souvenir sellers of arts and crafts. There is visual and physical congestion 
caused by these two factors and these are linked to capacity issues and the need for 
improved visitor management at a town as small and popular as Ollantaytambo. 
Visitor arrival figures for Ollantaytambo were not available from the INC or the 
Oficina de Boleto Turistico, though it is estimated that the average figure in high 
season on a Sacred Valley Tour was approximately 200 per day. This estimate was 
used to calculate the population and therefore the sample needed for Phase II of the 
research to be undertaken. This is discussed in the following chapter in more detail. 
There are congestion problems caused by the high visitation numbers in a small 
town like Ollantaytambo.
While tour groups stagger their visiting around the Sacred Valley to avoid all 200 of 
the visitors colliding at each place, there are still pressure points in the flow of 
visitors at sites like Ollantaytambo. Increasingly, due to pressures on time and space 
on the Sacred Valley tour, the visitors are just being shown the ruins by their tour 
guide. Previously, the tour also included a visit to the town's parallel cobbled streets 
with commentary on how such a construction was achieved by the Incas. This part 
of the tour offered some insight into life in the town and often included an 
opportunity for the visitors to taste chichi, the fermented drink made from com that 
is a staple in the area. A red plastic denotes houses selling chicha bag tied to a pole 
attached over the entrance. Figure 5.9 above shows that the town itself also has a 
main square and increasingly this has become busy with restaurants and cafes 
offering tourist menus. There are now internet cafes and hotels in the area, which 
benefit from independent travellers spending the night in order to undertake the 
Inca Trail the next day or from those visitors who continue on from Ollantaytambo 
to Machu Picchu.
While Phase I of the research was being undertaken, interviews with several 
respondents revealed that the manner in which Ollantaytambo had developed its 
heritage tourism would be an interesting case to study for Phase II of this study. The 
key reasons cited for this was because Ollantaytambo had built a strong community 
of local people who had expressed a desire to participate in the tourism developing 
in their town, and in particular, the development of the local guiding. Further desk 
research was undertaken on Ollantaytambo and it revealed that Heritage Trails had 
been set up around the site (Jenkins, 2000). This initiative had been the result in 
collaboration with the local community interested in tourism participation and a 
European Project, called A l Tur, which aimed to increase both local community 
participation and the sustainability of the tourism development in the area. The 
Heritage Trails are however not sign-posted on the ground and while undertaking 
Phase II of the study, it was only possible to find a few local people who had a 
vague idea of the A l Tur project though no-one (locals, tour guides or Cusco tour 
operators) had heard of or seen the Heritage Trails. According to the Lonely Planet 
Guide to Peru (2000:147) however, these trails are denoted with a blue plaque and 
are a great help to visitors in the interpretation of the key areas of importance of the 
town.
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Similarly, there is little awareness of the Museum in Ollantaytambo despite being 
quite well sign-posted and being visible from the main square. This is described in 
by Jenkins (2000:147) as:
'...a  small hut very interesting museum containing interpretative exhibits in
Spanish and English about local history, culture, archaeology and natural history.
It also has a ceramic workshop and you can buy some good pottery . . . '
The museum however is not included as part of the Sacred Valley tour itinerary and 
when asked about this exclusion the tour operators explained that there was simply 
no extra time for the visit. The museum has been operating for about five years but 
in 2001 during Phase II of the study was undertaken, it was facing closure due to 
lack of admission revenue.
5.8 Conclusion
Peru has several types of tourism supply, though its archaeology provides a major 
market for heritage tourism. The archaeology in Peru is managed in a traditional 
way and it is only recently that the body responsible for tourism has developed a 
strategy for the way forward for its future. Tourist guides mainly undertake the 
interpretation of archaeological sites and the question of their role in developing 
integrated heritage tourism emerged as fertile ground from the study. The quality of 
tourist guides has been a concern to the body responsible for tourism and steps 
towards standardizing this sector have recently been implemented. The issue of 
how to incorporate local people from the indigenous population in the rural areas 
continues to need attention, if tourism development is to be more sustainable.
This chapter has outlined key aspect of life in Peru and highlighted the low level of 
inter-organisational collaboration between the bodies responsible for tourism and 
archaeology, respectively. This low level of integration can impact negatively upon 
developing a visitor-centred approach. The need to move away from a traditional 
heritage management is highlighted, but more recent developments in the form of 
MINCETUR, suggest a move in the right direction towards achieving this objective. 
The following chapter on the research methodology focuses on how the problem 
formulation was developed and the case study area of Cusco, Peru was selected.
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Chapter 6
Research Methodology
6.1 Introduction
This chapter outlines the journey taken from the development of the initial research 
proposal to the undertaking and completion of the research. The stages of this 
journey are discussed to provide an account of the overall research process. The 
discussion covers the following areas; problem formulation, hypothesis 
development, distillation of the research question and frame, formulation of 
research objectives, and the definition of the variables. The discussion also covers 
the creation of a research strategy, methodology design, fieldwork preparation, data 
collection and data analysis. The discussion provides an evaluation of whether the 
methodology designed allows for the research objectives to be achieved. The 
limitations of the design are evaluated and recommendations are made for 
improved and refined methodologies in this area of research.
6.2 The Research
This research is about the role of tour guides as interpreters of archaeological sites 
that have become visitor attractions. It also examines the role that interpretation in 
the form of guides can play to improve the visitor experience, which in turn can 
assist in the conservation of sites. It not only asks whether the guide can be a bridge 
between an archaeological site that has become a visitor attraction and the visitor, 
but it seeks to find out what factors make the quality of the bridge reliable and not 
ropey.
6.2.1 The Rationale for the Research
The rationale for the research stems from the omissions identified in the literature 
reviewed. There is little enough written on the subject of tour guides in general, and 
even less, specifically on the wider potential of their role in destinations in less 
developed world areas, particularly within the context of archaeological sites. Of the 
literature exploring the range of interpretative techniques, that on tours guide is the 
scarcest. The research aims to contribute to the body of knowledge on guides' 
potential to improve the visitor experience, the destination image and to strengthen 
the understanding between site, visitor, and local people. Therefore, the extent to 
which a guide can contribute to a site's overall sustainability is also of interest.
6.2.2 Initial Research Proposal
The initial research proposal was concerned with testing the effectiveness of the 
different types of interpretation used for museums and galleries. It emerged as the 
review of the literature progressed, that museum and interpretation studies are well 
documented, though notably contributed to by non-tourism writers. This led to a 
shift in the reading and took the work into other areas. An exploration of what 
happens when archaeological sites become visitor attractions, from a tourism 
perspective, followed. The untapped potential of tour guides was added to this 
study, and the research frame and the sketching of a rough draft question emerged.
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6.2.3 The Research Frame
The literature reviewed was classified in a file under the following headings;
Heritage Tourism 
Archaeology & Public Presentation 
Interpretation and Human Guiding 
The Role of the Guide 
Sustainable Visitor Attraction Management 
Visitor Centres at Sites
Local People's Participation in Tourism Planning
The analysis of the data was synthesised with its collection in order to identify 
omissions, gaps and trends (Veal, 1992). As the key hypotheses emerged from the 
literature, the researcher selected four key subject areas from the world of heritage 
attraction management and placed the research frame around these areas.
• Archaeological Sites turned Visitor Attractions
• Heritage Attractions
• Tour Guides as Interpreters
• Visitor Management & the Visitor Experience
As Figure 6.1 below shows what was of interest was to explore the relationship 
between these areas, and moreover, to examine what happens at the place where 
these areas connect. The original idea led to key questions about the role of the tour 
guide within these areas. This then led to finding the point where interpretation, 
tourism and archaeology spill into overlap, which resulted in reading on the subject 
of heritage tourism management. The place where the tourism industry meets the 
discipline of archaeology emerged as a meeting ground rich in issues and 
operational challenges, yet poor in proposals to cope with both the rise in visitor 
demand for sites and the need for their long-term conservation. In terms of the 
paltry quantity of literature on tour guides, the issues could however be mistaken 
for a no man's land and not the interesting subject area it is in reality.
Archaeological Sites 
turned 
Visitor Attractions
Tour
Guides
Visitor
Management
&
Visitor
Satisfaction
Figure 6.1: Selected elements from the heritage tourism world for the development of the research
frame
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Of particular interest then, was to explore the potential of guides to form a bridge 
between visitors and sites. Key omissions from the literature on heritage tourism 
and tour guiding were identified. Of the interpretation literature reviewed, the area 
of most interest was that of the role of the guide. This was for two reasons. First, it 
was the area with the least amount of literature compared to the amount written on 
other types of interpretative media. Moreover, the literature available was largely 
descriptive of the duties and skills of a competent guide. Secondly, a further gap 
appeared in that little, if any, of the literature linked the guide role to any wider 
destination management issues, despite the fact that all of it insisted on the 
centrality of the guide as essential interface between a host destination and its 
visitors. This observation concurred with a key issue identified by the majority of 
the literature reporting the experience of various countries; that the guiding 
profession lacks training standardisation and recognition for its implications for 
overall destination planning.
6.2.4 The Research Question
An overarching research question driving the research was outlined at this stage:
Can the human guide as interpreter act as a bridge between the world o f archaeology and
the tourism industry, linking visitor, site and the people local to it?
6.2.5 The Objectives
Stemming from this over-arching question, seven research objectives were 
established to be resolved within the study. The research aims to establish whether 
guides can,
• be a bridge between the visitors' world and the visited world to allow for 
cultural transference
• be a bridge between the bodies responsible for a country's archaeology and 
its tourism
• be an effective interpreter of an archaeological site
• deepen visitor understanding of the site and so increase visitor satisfaction
• improve the quality of the overall visitor experience and destination image
• improve the overall sustainability of the site & its links to the wider 
community
The research objectives were derived from the problem formulation and the overall 
broad research question. These centred on the centrality of the role of the guide's 
potential for improved visitor satisfaction, site sustainability and improved 
destination image. The above process of problem formulation and research frame is 
summarised in Figure 6.2 below.
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Integration Interpretation Tour Guides
Tourism
Improved Visitor Experience?
Improved Site Sustainability?
Improved Destination Image?
Archaeology
Figure 6.2: Development of Problem Formulation & Research Objectives
6.3
Figure 6.2 outlines the synthesis of the literature review with the line of enquiry 
about the importance for an integrated approach existing between the bodies 
responsible for tourism and archaeology, respectively. From the above thinking, 
three broad areas of interest crystallised for Phase I of the research. At this stage in 
the study, the research variables were being defined through the exploratory 
fieldwork undertaken in Phase I. Section 6.8 discusses Phase II and how the research 
variables were extrapolated from Phase I.
The Broad Areas for Exploration in Phase I
Four key areas, as in Figure 6.3 below, were outlined as broad areas for exploration 
in Phase I of the study. The arrows denote that of interest to discover was the impact 
of these areas as factors in the management of the human and built resources. Phase 
I of the study aimed to find out the impact of these areas on archaeological sites that 
have become visitor attractions, whether in developing or developed world areas. 
There follows a brief explanation of these broad areas.
Integration between 
archaeology & tourism 
bodies
Existing interpretative 
supply at sites
The role of the guide as 
interpreter of sites
Education & training 
provision of guides
Resource Management
Human Resources 
(guides & visitors)
□ Guides Training
□ Visitor Management
B uilt Resources 
(archaeological sites)
□ Interpretation
□ Conservation
Figure 6.3: The Broad Areas for Exploration in Phase I
165
6.3.1 Integration between Archaeology & Tourism Bodies
The term modem approach' to cultural resource management actually means an 
integrated one. The term 'integration' refers to the amount of approximation 
between the official bodies responsible for the management of the cultural heritage 
within any given country or in some cases, regions within countries, (Shank & 
Tilley, 1987; Shackley, 2000; Cleere, 1989).
The debate on preserving the past for the future (be it our natural or cultural 
inheritances) has in general, been advanced by the more developed countries of the 
world, while the developing countries, where a substantial amount of ancient 
monuments happen to be located, struggle with more basic problems of survival. 
These range from political instability, corruption, rural underdevelopment, to 
under-employment and poverty and lack of sanitation. In the face of these, the 
present, rather than the past, takes centre stage. More pressing that preserving the 
past, are questions of how to carve out a viable future within such an operating 
context.
Therefore, the issue of where to test the research question of this study, needed to be 
decided. Each context, the more or less developed world areas, has it own discreet 
set of issues and needs, (Maslow, 1943). The level of integration between the bodies 
responsible for tourism and archaeology was identified as an area with a bearing on 
the research question, and whatever case study area in the world was chosen, the 
level of integration was considered to be a key factor.
6.3.2 Existing Interpretative Supply a t Sites
Drawing from the above, the use of interpretative material at any ancient 
monument is a practice that dates back to the work of Tilden (1957). As discussed in 
Chapter 3, the role of interpretation has been redefined over the last fifty years 
(Uzzell, 1989). The development of any interpretative supply be it basic or a hi-tech, 
is evidence that the governing body responsible for a site, has an understanding of 
the role of interpretation at managing a visitor attraction.
The level of existing interpretative supply at an archaeological site that has become 
a visitor attraction is an indicator of the level of integration between the bodies 
responsible for tourism and archaeology. The existence of some interpretation, even 
if basic, demonstrates an understanding of visitor needs. In less developed areas of 
the world however, basic interpretation, in the form of panels or small on-site 
museums does not always denote a lack of commitment to the visitor experience. It 
is also important to consider the financial constraints of such an operating 
environment. In many world areas demand for tourism and leisure is stiU either 
deferred or suppressed (Cooper et al) 1993) and the concept of the visitor experience 
is still a while away. In the same way, it has only been in the last twenty years in the 
more developed parts of the world, that interpretation supply has become more 
central to the visit.
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Therefore, existing interpretative supply does reflect the level of an area's 
development and also the level of integration between archaeologists and tourism 
specialists operating within a country.
6.3.3 The Role of the Guide as Interpreter of Sites
One of the oldest forms of interpretation is the use of the traditional guide to 
accompany, assist and explain a particular country, region or site to visitors. The 
role of the guide as interpreter of archaeological sites in particular, presupposes 
knowledge of the monument, the different theories about the use of the ruins, 
together with the usual skills and competencies expected of such a guide, (Cohen, 
185; Pond, 1993; Potter & Parker, 1997) in order for effective communication with 
the visitor. Potter and Parker (1987) express the belief that a guide, particularly 
when also an archaeologist, can provide the best type of interpretative technique for 
visitors to get as much understanding and enjoyment as possible from a site. Based 
on their experience of public archaeology Potter and Parker (1987) distinguish the 
run-of-the-mill guiding script with the true dialogue possible for guides to have 
with their visitor audiences, depending on the culture and ethos with which a 
particular public archaeology project is set up. Potter and Parker state, (1987:38) 
that:
'Most historical interpreters and tour guides are asked to present third- or fourth- 
hand information. Quite honestly, I  don't envy people who have to interpret this 
way.'
The role of the guide as interpreter of an archaeological site will depend on the level 
of communication skills that the guide possesses. In turn, and in part, the ability to 
bring the site to life and to interpret its possible meanings to a post-modern 
audience will also depend on the training received by the tour guide. Another factor 
will be the world region the guide is working in.
6.3.4 Education & Training Provision of Guides
Stemming from the potential for tour guides to be an effective interpretation 
technique at archaeological sites is the issue of training for guides in general. The 
bulk of the literature on the subject of guides education and training is limited to a 
vocational slant, and not an analytical discussion of the role's wider implications in 
tourism development, (Pond, 1993; Ap & Wong, 2001). Ap & Wong's study on 
current issues in guiding in Hong Kong reveals lack of training to be a key issue in 
guiding. It was the first study to link the problem to the lack of a universal 
definition of a 'guide', and with poor quality service and poor destination image.
6.3.5 Developed or Developing Country for Testing the Research Question?
There are major differences in the operating environments of archaeological sites in 
developed and developing countries. The decision to test the research question in 
one context or the other needed to be considered as the context would unearth a 
different set of issues which would have a bearing on the research question.
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In the early stages of the research planning, neither context was ruled out, as both 
were perceived to have the potential to resolve the objectives that would be drawn 
from the broad areas of interest. A research strategy was devised in order to 
consolidate the thinking, before taking the next steps needed in the methodological 
process.
6.4 Research Strategy
Having crystallised the overarching research question, a strategy was required in 
order to resolve the research objectives of the study. The next stages involved the 
where, which and the how of the primary research. Three key decisions needed 
consideration:
• Where in the world should the research question be asked? In other words, 
which site or which sites wiU be a suitable case study area?
• Which research methods and instruments will be the most appropriate for 
the objectives?
• How will the fieldwork be undertaken?
6.4.1 The Overall Shape of the Methodology Design
The overall design of the methodology was created to have two parts as shown in 
Figure 6.4. These two fieldwork phases were designed to move from the general to 
the specific, or put another way, from a macro analysis to a micro one. Phase 1 
aimed to provide a wide analysis of the environment in which archaeology and 
tourism in Peru operate, while Phase 11 aimed to provide a detailed analysis on the 
perceived quality of guides at a specific site. Because of the symbiotic link between 
the two phases and their respective research instruments, a perforated line circles 
around Phase 11 to denote this relationship.
Fieldwork 
Phase I 
August 2000
Exploratory Research 
(in-depth interview)
Fieldwork 
Phase II 
August 2001
Visitor Survey 
(Self-completion questionnaire)
Figure 6.4: The Overall Shape of the Methodology Design: Phases I & II
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6A.2 Fieldwork Timings
Creating a research strategy involved the planning of feasible fieldwork phases. 
Whichever case study area was found to be suitable (i.e. wherever the fieldwork 
was to be undertaken), it was decided that two blocks of fieldwork phases would be 
created. Given the researcher's lecturing commitments, the most convenient block of 
time for the collection of primary data was identified as the month of August. Phase 
I would be undertaken in August 2000 and Phase II in August 2001. Phase I was 
planned as exploratory, both in terms of the development of the research question 
and in order to test whether the chosen fieldwork case study was suitable for the 
study. Phase I also intended to further develop the research question. Phase II was 
to be a deepening of the work carried out in Phase I, if this had proven to be suitable 
for further investigation.
6.4.3 The Search for a Suitable Case Study Area
In the first instance, English Heritage was contacted for information on appropriate 
case study sites to test the research question, but it was leamt that tour guides no 
longer play a part in its the overall interpretative supply. A key influence on the 
choice of case study area came from the work of Merriman (1994), which explores 
the relationship between archaeology, museums and the visitor. A second key 
influence was the work of the Institute of Archaeology at University College, 
London and in particular the Raqchi Project in Raqchi, Cusco, Peru. This led to 
contact with the project leader, who has overseen the Raqchi Project over the last 
four years. These influences were instrumental in changing the focus of the initial 
research.
6.4.4 Raqchi & the Raqchi Project
Raqchi's main attraction is that it has an Inca site lying at 3480m above sea level, 
100km southeast of Cusco city. The Incas constructed a major ritual centre there and 
a pilgrimage site dedicated to their creator god, Viracocha. The Raqchi project is 
unique in the region though, as it does not limit itself exclusively to archaeological 
work, but takes the local population into account. It is working to include the locals 
who want to become more part of the phenomenon of the tourism system that has 
entered their lives. According to Sillar, (2000:52) one of the key aims of the project is 
to design an initiative over the long-term, '. . .to  preserve the archaeological site while 
presenting it to tourists in an exciting and informative way.' This aim represents the 
strategic use of interpretation for site and visitor management.
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6.4.5 Justification of Peru as a Case Study Country
Peru emerged as suitable case study area for both subject-related and also practical 
reasons. The choice of Peru gave the research the benefit of providing a context in 
which to explore two key points. First, the complexities of heritage tourism 
management in less developed countries and secondly, an exploration of the tour 
guide's role and its untapped potential for the management of archaeological sites. 
For these inter-related reasons then, Peru and the Cusco region, with Raqchi as a 
case study area, was chosen as a suitable case study area. The reasons were three­
fold:
1. contact with existing work & fieldwork sponsorship.
2. researcher's background.
3. nature of tourism at the site.
6.4.6 Contact with Existing Work & Fieldwork Sponsorship
The recent developments involving tourism at Raqchi meant that some co-operation 
in the form of shared data from our respective studies was possible. Contact with 
UCL's Institute of Archaeology, provided the researcher not only with information 
about the Raqchi project, but with access to contacts on the ground, particularly at 
the Institute Nacional de Cultura, the body responsible for Peru's archaeological 
sites. Moreover, the Raqchi project's leader's interest in the study gave the 
researcher confidence to undertake the fieldwork on this little-investigated topic.
This contact also facilitated sponsorship for Phase I of the fieldwork from the Anglo- 
Peruvian Society, a charitable foundation based in London, which supports work 
linking Peru and the United Kingdom. This support was invaluable in 
operationalzing the research, as were the key contact names supplied to the 
researcher in the Peruvian world of archaeology at national, regional and local level.
6.4.7 Researcher's Background
The researcher had previous life and work experience of Peru as an undergraduate 
language student and as an overland tour leader for a leading UK tour operator. It 
gave the research an excellent context in which to explore two key things. First, the 
complexities of heritage tourism management in less developed areas and secondly, 
it allowed the researcher to explore her interest in Latin American tourism 
development issues. Although seven years had passed since the researcher's last 
visit, and several major political and social changes had occurred in Peru in the 
intervening time, there was still the benefit that the country was not unfamiliar to 
the researcher.
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6.4.8 The Nature of Tourism at the Site
Raqchi is among Cusco's lesser-known archaeological sites, which, like other 
villages in the region, have over the last five years been turned into an attraction. In 
a relatively short period of time, Raqchi has found itself placed on the tourist circuit 
as tour operators search to expand the range of products offered to the growing 
demand in the region. Local guides also operate and offer their services to visitors. 
During the high season, Raqchi receives approximately 100 visitors a day, who 
usually arrive with their own guide on a tour bus from Cusco. These tourists are 
usually visiting several smaller sites in one day, and stop off at Raqchi for an 
average visit of an hour (Sillar, 2000) to visit the remains of the pilgrimage site. 
Therefore the nature of the tourism developing at Raqchi site made it possible for it 
to be the case study site for the research as the researcher was able to have contact 
with the local guides, official guides and visitors.
6.5 Im plem enting  the Research Strategy
Once the research question and the case study area were selected, the fieldwork was 
planned in order to put the research strategy into action. Phase 1 (August 2000) is 
expressed in the larger outer circle and represents, as it were, the first casting of the 
net. As Figure 6.4 shows, this stage of the research aimed to collect data on the 
opinions of key members in both the worlds of archaeology and tourism at national 
(Lima) regional (Cusco) and local level (Raqchi). Phase II (August 2001) is expressed 
in the smaller inner circle of Figure 6.4 and represents the local level. A self­
completion survey of visitors was designed to assess satisfaction with the tour 
guides at a specific site in the Cusco region.
6.5.1 Fieldwork Phases I (August 2000)
Phase I of the fieldwork was planned to be undertaken in August 2000. The nature 
of the work was exploratory and the data collected was qualitative. The most 
appropriate research method for Phase 1 was considered to be:
• Interpretation survey questionnaire
• In-depth interviews for small-scale survey of key members of archaeology & 
tourism communities
6.5.2 Overall Aims of Phase I
The research undertaken in Phase 1 of the study aimed to explore the bearing that 
integration, interpretation, the guide's role and training had the management of 
archaeological sites in Peru.
6.5.3 Key Objectives of Phase I
Phase 1 of the research had a four-fold objective.
1. to identify the opinions of key members of the archaeology and tourism worlds 
in Peru on the research question
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2. to test the validity of the research question in the chosen operating environment 
of Peru
3. to lead into Phase II of the study & feed into a 2nd instrument linking visitor, 
guide and specific case study site
4. to test if Raqchi would be a suitable case site for said Phase II, and if not, identify 
one that would be.
6.5.4 Research Methods for Phase I
Once the research question for Phase I had been formulated and the key objectives 
outlined, the issue of appropriate research methods could be considered. After 
reviewing the available methods, the most suitable appeared to be the use of the in- 
depth interview as it would allow for the opinion of key experts to emerge and for 
the research objectives to be resolved (Mason, 2002; Riley et a l, 2000; Sekaran, 2000).
6.5.5 In-depth interviews (Questionnaire 1)
This questionnaire was designed to collect the views and opinions of key members 
of the archaeology and tourism worlds in Peru, at local, regional and national level.
6.5.6 Interpretation Survey Questionnaire (Questionnaire 2)
A  simple survey questionnaire was designed to create an inventory of the key sites 
in and around Cusco and to assess the existing levels of interpretation supplied at 
them. This questionnaire was designed because it had been over seven years since 
the researcher had visited the area's sites. On arrival in the Cusco area, however and 
after surveying these sights, it became apparent that nothing had changed in the 
interpretative supply. Even the orientation maps and panels at the sites seemed not 
to have been updated or renovated. Therefore this questionnaire was withdrawn 
from the research, as it added no value. It was clear that the key interpretation at the 
sites was supplied either by the visitors themselves, or by a tour guide.
6.5.7 Location, Shape & Scope of Phase I
A  research instrument, questionnaire 1, was designed to address the key issues 
involved in heritage tourism management and the role of guides in Peru at the 
national, regional and local level. Interviews were conducted in Lima, in Cusco and 
at Raqchi. Figure 6.5 below shows how Phase I was planned to feed into Phase II of 
the study.
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Phase I 
Q uestionnaire I
National Level
Regional Level 
(Cusco)
Local Level 
(Raqchi)
Opinion & Point of V iew  
Consensus Conflict
Phase II 
Q uestionnaire II
Figure 6.5: Phase I feeding into and informing the design of Phase II
6.6 The Research Instrument for Phase I
The research areas identified in Figure 6.3 gave shape to the design of a research 
instrument appropriate for Phase I of the study. A structured questionnaire (named 
as questionnaire 1) was selected as the most useful way of conducting the in-depth 
interviews. Table 6.1 shows a copy of this questionnaire and the section that follows 
outlines its aims. Appendix D also shows a copy of this questionnaire. Given the 
aims of this research, there were three clear areas worthy of investigation and 
research.
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Section A Predisposition towards Integration
(opinions, evidence o f co-operation between bodies, dialogue etc;)
Q1 What importance does tourism have for archaeology in this country?
Q2 What importance does archaeology have for tourism in this country?
Q3a D oes tourism create benefits for archaeology and vice-versa?
Q3b D oes tourism create problems for archaeology and vice-versa?
Q3c If so, what solutions do you envisage and propose?
Q4 Should the tourism industry encourage the use of archaeology sites as attractions
and should the discipline do the same?
Section B Integration Indicators (existing structures, funding fo r  interpretation)
Q5 What forms of integration exist between the tourism industry and the discipline of
archaeology in Peru, w ith particular reference to this city/region? (Examples might be 
conference planning between the appropriate bodies, regular meetings, training initiatives for 
interpretation for conservation).
Q6 At the archaeological sites visited by tourists, what types of interpretation of the
history and culture of the place are m ost frequently used?
Q7 What m ethods of interpretation do you think best facilitate good visitor
management?
Section C Training and Development o f Guides (in order to improve the 
communication between the tourism industry and the discipline of 
archaeology).
Q8 What role do you think that the guide has at archaeological sites that have become
tourist attractions?
Q9 W hat benefits and problems (if any) do you think that the guide can create at
archaeological sites to tourists?
QIO H ow  can guides be trained so that the best possible visitor m anagem ent is achieved
at archaeological sites & visitor understanding is deepened
Q ll  H ow  do you view  the desire of the people w ho live near or around archaeological
sites to participate?
Table 6.1: Research Instrument for Phase I of the Study
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6.6.1 The Structure of Questionnaire 1
The structure was chosen and designed to be in three key sections. Each section was 
given a topic title and contained a set of questions pertaining to that particular topic 
title. The content of these areas were informed and drawn from the literature 
review.
Section A: Inclination Towards Integration Between Tourism And 
Archaeology Bodies
(existing opinion & evidence o f current dialogue)
Section B: Indicators of Integration Between Tourism & Archaeology 
(funding and existing projects/structures on the ground)
Section C: Training And Development of Tour Guides
(to improve visitor experience, site sustainability & destination image)
6.6.2 The Content of Questionnaire 1
In total, the questionnaire contained ten questions, though after piloting the 
instrument in Lima, an extra question was added to Section C, creating a new total 
of eleven questions. This question was added to address the issue of the position of 
local guides in a more direct way. A summary of the thrust of the questions in each 
section is provided below.
6.6.2.1 Section A  - Inclination Towards Integration Between Tourism A n d  Archaeology Bodies
The four questions in this section aimed to establish opinions on the following 
points of view:
• the importance that tourism has for archaeology and vice-versa
• the benefits and problems that tourism has for archaeology and vice-versa
• the solutions to the problems that tourism can cause at archaeological sites
• whether tourism should encourage the use of archaeological sites and vice- 
versa
6.6.2.2 Section B - Indicators o f Integration Between Tourism & Archaeology
The three questions in this section aimed to establish awareness of the following:
• what integration currently exists
• what types of interpretation exist at the sites most visited by tourists
• what types of interpretation facilitate best visitor management at sites
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6.6.23 Section C - Training A nd  Development of Tour Guides
The four questions in this section aimed to establish opinions on the following:
• the role of the guide in archaeological sites that have become visitor 
attractions.
• the benefits and any drawbacks of having a guide as interpreter to a site.
• the best way of organising guide training so that both visitor satisfaction and 
management are improved.
• how local indigenous people might participate in tourism development as 
tour guides to the sites they live near to.
6.7 The Population
The population for Phase I of the research included all those working in tourism 
and archaeology in Peru. However, in order to resolve the research objectives it was 
necessary to take the temperature on the key issues laid out in the design of the 
research instrument. Therefore, the population for Phase I needed to be narrowed 
down to those who worked in tourism or archaeology in Peru who were likely to be 
able to answer the questions. It was 'expert' opinion that was being sought by the 
researcher in order to address the research objectives and the problem formulation 
that had been developed from the literature review. It was thought that the richest 
source of data would be found in the pockets of people who were decision-makers 
in both the public and the private sectors. Therefore, it was from this pool of 
elements from which the sample was drawn.
6.7.1 Identification of the Population & Sample Design
Given that the opinion of key members of the tourism and archaeology worlds 
within Peru were being sought in Phase I of the study, a judgement sample was 
considered the appropriate design (Sekaran, 2000). This sample design aimed to 
allow for the most suitable potential subjects to be reached in order for the 
objectives of the research instrument to be met.
The sample chosen was drawn from the population of members of both the worlds 
of the tourism industry and the discipline of archaeology. The national bodies under 
whose jurisdiction are tourism and archaeology were obvious starting points and 
the sample design aimed to include potential subjects at all levels: national, regional 
and local. A list of relevant organizations was compiled prior to departure for the 
fieldwork by using the Internet to access their details. The researcher found out 
about the existence of some organizations in this way such as the Chamber of 
Tourism in Lima. On the first possible day after arriving in Lima, the researcher 
visited the Ministry of Tourism and was advised of an up-dated list of tourism- 
related organizations in the city. This information was used to draw up the final list 
of potential subjects for the sample. Where the researcher did not have a contact 
name, the relevant organisation was contacted by 'cold calling' and whichever 
individual was volunteered was included m the pool of potential subjects to 
interview.
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The sample design aimed to include an even number of individuals in key positions 
within both the tourism and archaeology worlds of Peru. The researcher's contact 
with the Raqchi project leader at University College London was of immense help in 
identifying key members of the archaeology world in Peru. The researcher aimed to 
make pre-arrival contact in order to maximise the chances of connecting with these 
individuals and this was possible in approximately half of the cases. No actual 
interview dates were set up as the individuals requested that the researcher contact 
them on arrival in Peru.
6.7.2 Sample Size
The sample was drawn from a joint population of key members of the tourism and 
archaeology organizations. A target of twenty respondents was aimed for but in 
practice only fourteen was achieved. It had been hoped that an even amount of 
tourism and archaeology respondents could be achieved though this did not prove 
to be possible.
Table 6.2 shows the number and nature of the respondents (whether archaeology or 
tourism people) interviewed and whether they were in Lima, Cusco or Raqchi. 
Appendix E shows a list of respondents interviewed for Phase I. Appendix F shows 
the fieldwork diary for Phase I of the study.
Archaeology Tourism
National (Lima) g
Regional (Cusco)  ^ ^
Local (Raqchi) 1
Total 4 10
Overall Total 14
Table 6.2: Respondents Interviewed for Phase I by Type & Region in Peru
6.7.3 Questionnaire P ilot
The questionnaire was piloted in Lima and it was found that there were not major 
problems with it. Only one change was made from the experience of the pilot as it 
became apparent that an extra direct question on the role of local people becoming 
guides to sites was needed. It was excluded from Section C in the first instance to 
allow for the issue to emerge naturally from the other questions. The first and 
second interviewees were asked explicitly on the issue of local people becoming 
guides by the researcher at the end of the interview, even though at that stage in the 
fieldwork the question had not been worked into the questionnaire. The specific 
question was added as the last in the overall research instrument as question eleven. 
This allowed the other respondents to talk explicitly on this issue, giving them 
license to discuss this subject, which seemed to be a sensitive issue.
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6.7.4 Limitations of the Choice of Research Method for Phase I
There were no specific problems as such in using the in-depth interview to address 
the broad areas of interest for Phase I. It was found that this type of interview 
method allowed for a full, and as its name suggests, in-depth exploration of the 
issues involved in heritage tourism within the Cusco region of Peru. The only issue 
with the in-depth interview was that the respondents were not given a limit of time 
in which to answer and some respondents repeat themselves without adding value 
to the quality of their answers. The researcher had to use skill and courtesy in 
moving the interview on to the next question (Mason, 2002) in order to cover all the 
areas required. The other problem with the interview was that the open questions 
allowed other interviewees to skirt the issues: this was experienced more with the 
public sector interviewees.
6.7.5 Limitations of the Research Strategy for Phase I
The key problems experienced in Phase I of the research were linked inextricably to 
the time available for the fieldwork. Due to the researcher's full-time work 
commitments, the only block of time available was the month of August. This meant 
that the fieldwork was an intense experience leaving little contingency time to cope 
with any necessary changes to the interview dates agreed with respondents. This 
scenario was experienced on two occasions in Lima where respondents were called 
to confirm their appointments for the next day but were then obliged to reschedule 
but the proposed dates were when the researcher had already returned to the UK. 
This potential for the lack of room for manoeuvre in the interview schedule was 
perceived by the researcher as a threat to the undertaking of the research, as the four 
weeks were divided between the national, regional, local levels and Peru is a large 
country.
6.7.6 Limitations Due to Constraints on Fieldwork Time
Capacity in terms of hotel beds and internal airline seats is regularly stretched to the 
maximum during the month of August in Peru. Therefore strategic decisions 
needed to be made in advance and bookings for flights between Lima and Cusco 
Cusco and Luna, had to be closed well in advance of the researcher knowing if 
all the data would be collected by said departure date. Moreover, valuable days 
were lost in transit with the inevitable relocating between places and finding 
suitable accommodation in Lima and Cusco. This caused some anxiety in the 
researcher coupled with the fatigue of the pace involved in the continual cycle of 
tasks needed for the fieldwork's completion. Many of the tasks were physically and 
logistically demanding, such as constantly contacting possible respondents ahead of 
time, acclimatising to the high altitude in Cusco and Raqchi, travelling between 
places, guarding one's research equipment and belongings from petty theft and 
being vigilant over food hygiene. The possibility of losing days to sickness or time 
in making police reports for insurance purpose was not an option given the tight 
framework of the fieldwork.
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Another problem, linked to the time factor, was the fact that some of the potential 
respondents, who did not have email addresses, were contacted in Peru and not 
from the UK. When the researcher telephoned them it turned out that some of these 
people were no longer employed in their old positions or in two cases the people 
were on annual leave, while in one case, the researcher was informed that the 
person had died. Where possible, the researcher followed up new contact leads 
given to her but in some instances there was no replacement for the valuable input 
that the contact might have contributed to the study.
Moreover, the researcher felt that undertaking fieldwork in a contracted space of 
time somehow challenged the integrity of the exercise (Mason, 2002) although this 
did not compromise the resolving of the research objectives. The researcher would 
have preferred having a longer period of time in which to immerse herself in the 
case study area of Cusco, in particular in the case study site. The researcher would 
have been interested in using complementary research methods such as focus 
groups and participant observation with the tour guides and the Raqchi community 
over a longer period of time.
On the positive side however, the researcher's fluent Spanish helped compensate for 
the lack of time, as this broke down any barriers between researcher and 
interviewee and allowed for a connection to be established more quickly had the 
researcher s language level been less advanced. However, if the researcher had also 
spoken Quechua, the mother tongue of the indigenous population, a deeper 
understanding of their community would have been gained. Similarly on the 
positive side, major improvements to the country's telecommunication and 
transport systems meant that it was possible to undertake the fieldwork within the 
time set. In fact, it is unlikely that this part of the study could have been undertaken 
in one month, seven years previously as simple things such as making calls from 
telephone boxes was not possible and so much of Phase I relied upon this as a 
method of contacting the interviewees. Also no delays at all in airplane departure 
times were experienced making it possible for the researcher to stick to the 
fieldwork schedule designed.
One minor problem experienced was that the majority of the potential respondents 
for the sample held down one or two other jobs (outside of their tourism or 
archaeology role) to cope with the difficult economy. Therefore, finding the time 
and a place to conduct the interviews was often more of a problem than getting 
them interested in participating. Usually it was resolved by the researcher agreeing 
to meet them between seven and eight in the morning near their work place in a 
quiet café or square to undertake the interview. Therefore this minor problem 
actually offered a valuable insight into the nature of life and work in Peru.
179
6.7.7 Overcoming the Problems
If one of the key problems experienced was a great pressure on the time, this was 
greatly solved by the willingness of the potential subjects to help the researcher. The 
overall majority of those the researcher came into contact with (from hotel 
receptionists offering directions to ministers' secretaries facilitating access to data 
and speedy interviews), showed immense understanding and rapid responses. It 
was not rare for interviews, even with respondents as senior as the Vice President of 
the Ministry of Tourism, to be set up with as little as a day's notice.
6.7.8 Analysis
The in-depth interviews were tape recorded with the interviewee's permission and 
later transcribed verbatim. The process used to analyse the data was to highlight 
key words and phrases and subject areas within each interviewee's answer. These 
key words and phrases were then compared across all the transcriptions and any 
conflicts or consensus points were recorded on a separate grid. The respondents 
(and their transcriptions) were split into two groups; the individuals from the 
archaeology world and those from the tourism world and within these two groups, 
the respondents were further split into the level at which they were located, either 
local, regional or national.
6.8 Distillation of Key Points from Phase I for Development in Phase II
Key points came from the data analysed in Phase I of the study and overall the 
research undertaken in Phase I proved Peru to be a highly suitable area, rich in 
many of the issues outlined by the literature. It was decided that the issues 
unearthed in Phase I would allow for an appropriate analysis of the heritage 
tourism management within Peru. However, in terms of a specific case study site, it 
was decided that Raqchi was no longer appropriate for Phase II. Instead, 
Ollantaytambo site, in the Sacred Valley, was chosen for the case study site for 
Phase II. This change was made largely due to the fact there is a larger number of 
visitors at Ollantaytambo, and therefore, with limited fieldwork time, it was 
considered a better option for a visitor survey. Figure 6.6 below shows the 
development of the distillation from Phase I to Phase II.
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Phase I
Visitor Management
Guide as Bridge between Site & Visitor
Phase II
• Visitor Experience of Site
• Visitor Satisfaction with Guide
Raqchi Ollantaytambo
Archaeological Site & Archaeological Site &
Visitor Attraction Visitor Attraction
Figure 6.6: Key Points Emerging from Phase I & Informing Phase II
6.9 Redefined Research Question & Aim of Phase II
Having distilled the key points from Phase I of the study, the research question to 
carry forward into Phase II was redefined as such:
Does the visitor satisfaction with their site guide have a bearing on the cjuality of 
their overall experience at the archaeological site? '
The next step required was to draw out from the above questions the research 
variables that were to be at the core of Phase H of the study. The overaU aim of 
Phase II was to assess the influence tour guides' had on visitor satisfaction levels at 
a particular case study site. In a nutshell, the aim of this phase of the research was to 
measure the bearing that the independent variables have on the visitors' satisfaction 
with the site experience. The research also aimed to assess to what extent 
dissatisfaction with the site experience was mitigated by the moderating variable.
6.9.1 The Research Variables
Having redefined the research question, it was possible at this stage to delineate the
research variables involved in Phase II. Figure 6.7 outlines the research variables
and the relationships between them. The dependant variable is the visitor
satisfaction with the experience of the site. The independent variables are the two
control variables, the personal and the visit variables and the visitor expectations of
guide in general. The intervening variable is the perceived quality of the tour guide
while the moderating variable is the perceived uniqueness of Ollantaytambo as a 
destination.
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Independent Variables Intervening Variable Dependent Variable
Personal Variables
Visit Variables
General Visitor 
Expectations of 
G uide Variables
Perceived 
Quality of 
Tour Guide
Visitor Satisfaction 
of the Site 
Experience
Î
Previous Experience of 
Tour G uides
Moderating Variable
Ollantaytambo's
Uniqueness
as a Destination
Figure 6.7: The Dependent, Independent, Intervening & the Moderating Variables
6.9.2 Key Objectives of Phase II
Sixteen key objectives were drawn out from the overall aim for Phase 11 and these 
are as follows:
1. to develop a profile of visitors to the site
2. to develop a profile of the respondents' visit of the site
3. to assess what other types of interpretation methods (guidebooks, local museum
visit, etc;) were used by visitors to the site
4. to assess the number of visitors who used a guide at the site
5. to assess what types of tour guide are used at the site
6. to examine how many visitors used one or more tour guide(s) at the site
7. to assess overall visitor satisfaction with the tour guide used at the site
8. to assess the number of visitors who did not use a tour guide at the site
9. to assess the reasons for visitors not using a tour guide at the site
10. to investigate with which types of tour guide visitors reported increased satisfaction
11. to measure levels of satisfaction with the overall visit to the site
12. to measure levels of visitor satisfaction/dissatisfaction with the guide who explained
the site to them
13. to measure the contribution the guide made to the visitors' overall understanding of
the site
14. to measure how much the outstanding nature of the Ollantaytambo site itself
mitigated against any reported poor quality guiding
15. to measure visitors' expectations of guides' skills and competencies in general
16. to measure visitors' satisfaction with the skills and competencies of the guide who
explained the site to them
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6.9.3 The Relationship Variables
In order to answer the research question, the relationship between some of the 
above objectives needed to be examined. These were the relationship variables, 
which as the name suggests, examines the relationship between two or more 
variables. Eleven relationship variables were identified and named a-k. They are 
listed below:
a. to investigate the relationship between personal and visit variables (such as
nationality, age, size of party, level of education, prior experience of travel in less 
developed regions, etc;) and visitor satisfaction at the site
b. to investigate the impact that the personal and the visitor variables (such as
nationality, age, size of party, level of education, prior experience of travel in less 
developed regions, etc;) have on visitor satisfaction with the guide
c. to measure how the perceived quality of guiding impacts on visitor satisfaction with
the overall visit
d. to measure how much visitor satisfaction with the overall site visit relies on
satisfaction with the tour guide
e. to measure the impact a guide's knowledge made to the overall satisfaction with the
visit
f. to measure the contribution a guide made to the visitors' overall understanding of
the site
g. to measure the impact the guides' contribution to the visitors' understanding of the
site had on the visitors satisfaction with the guide
h. to measure how much the uniqueness of Ollantaytambo as a destination in general
mitigated against any reported dissatisfaction with the guide who explained the 
site to the visitors
i. to measure visitors' expectations of tour guide's skills and competencies in general
against the satisfaction rating given to the tour guide used at the site 
j. to investigate visitors' general expectations of the guides' role and its impact on their 
satisfaction with the site visit 
k. to investigate the impact of the respondents' expectations on their satisfaction with 
the visit
Figure 6.8 plots both the research objectives and the relationship variables on to the 
overall research variables of the study. The research objectives are denoted by the 
light ink (greyish in colour) and are placed within the space occupied by the 
variable rectangle or circle. The relationship variables however are denoted in dark 
ink (black in colour) and are placed on the appropriate arrows to convey the sense 
of the relationship they are aiming to investigate.
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Independent Variables Intervening Variable Dependent Variable
a, b
Personal Variables a. b
Visit Variables Visitor 
Satisfaction of the 
Site Experience(8, 11, 13,)
Perceived 
Quality of 
Guide(17)
General Visitor 
Expectations of Guide 
Variables
M oderating Variable
(15)
Ollantaytam bo's Uniqueness 
as a Destination
Figure 6.8: M a p  P lo ttin g  the Research O bjectives onto the R elationship Variables
6.10 Research Strategy for Phase II
Having redefined the research question and identified the research variables, a 
strategy was required to implement Phase II of the study. Three key decisions for 
the formulation of the research strategy for Phase II were outlined as below. The 
sections that follow discuss how these considerations were dealt with in order to 
develop the strategy that was later implemented.
1. W h ic h  site should be used as a case study area?
2. H o w  will the fieldwork be undertaken?
3. W h ic h  research method wiU be the most appropriate to resolve the objectives?
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6.10.1 Choice o f  Case S tu d y  Site fo r  Phase I I
The first question was resolved by the decision to use Ollantaytambo archaeological 
site as the case study site. The findings from Phase I had revealed Peru to be an 
appropriate case study country, though Raqchi was found not to have enough 
visitor arrivals to allow the researcher to achieve a large enough sample within the 
time constraints of the fieldwork in order to be able to attempt to resolve the 
objectives of Phase II. Therefore the case study site chosen for Phase II was 
Ollantaytambo as discussed in Chapter 5. There were other advantages in this 
choice of case study area, since not only does Ollantaytambo receive more visitors 
than Raqchi but it also has more experience of tourism development and the local 
guides offering their services to visitors to the site, have been operating in this 
capacity for longer too. According to the PromPeru website (2003):
'The ancient residential and religious complex known today as Ollantaytambo, 
considered a living Inca town, is the departure point for the seven ancient routes 
offered by local guides, who recount the myths and legends of a community where 
time seems to have stopped. Several ecological zones are covered, as well as 
archaeological sites of great attraction to tourists, such as the Ollantaytambo 
Fortress...'
In archaeological terms, Ollantaytambo site represents one of the most significant 
monuments in Peru, and it was then chosen for the case study site in Phase II.
6.10.2 Choice o f  F ieldw ork O rganization
Since the visitors who had been to Ollantaytambo site were of interest to the 
researcher, it was decided that the most useful way to organise the fieldwork would 
be for the researcher to spend the majority of the time collecting data at the site. The 
details of how the data collection would actually be undertaken however were not 
possible to decide until the researcher arrived in Cusco and had undertaken a 
reconnaissance of the site area. The researcher planned to stand at the site entrance 
and exit and distribute and collect the questionnaires to willing and eligible 
elements in the population, though this plan had to be adapted to suit the situation 
on the ground as it emerged during the data collection. Other decisions surrounding 
the fieldwork that needed to be taken were of a practical nature such as choosing 
when to close the return flights back to Lima. The fieldwork diary for Phase II is 
shown in Appendix G.
6.10.3 Choice o f  Research M ethod  fo r  Phase II
Since the overall aim of Phase II was to assess the effectiveness of tour guides as an 
interpretation method on visitor satisfaction at an archaeological site, it was decided 
that a self-completion questionnaire for visitors to complete after their visit would 
be the most appropriate research method for this part of the study. This research 
method was considered the most suitable as it would allow for some details of 
satisfaction with the visit to Ollantaytambo site to emerge while allowing for a 
survey of opinion which it was hoped would provide results which could be 
generalized for the population. Focus groups with visitors and with tour guides
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were also considered as suitable methods (Sekaran, 2000; Mason, 2002) but the time 
and financial resource limitations made these options invalid.
6.11 D esigning the Research Instrum ent
In order to resolve the objectives of Phase II, the available research methods were 
assessed (Veal, 1992; Riley e t a l ,  2000) and considering the constraints surrounding 
this study, it was decided to use a self-completion questionnaire to measure visitor 
satisfaction among those who had been to Ollantaytambo site. A research 
instrument was designed to resolve the study objectives and to allow the variables 
to be tested so that the overall research question could be answered. Appendix H 
shows a copy of the questionnaire used for Phase II of the study. The design of the 
instrument proved to be an iterative process involving several drafts. In the design 
of the research instrument, several methodological decisions needed to be taken and 
these are discussed in the sections that follow.
6.11.1 C onten t o f  the V isito r Survey Q uestionnaire
The content of the research instrument was designed in order to embed the research 
objectives and variables in the formulation of the individual question. Appendix F 
shows a copy of the questionnaire in full. The sections that follow below analyse the 
research instrument by each section of its four-part structure and discusses the 
rationale for the methodological decisions taken.
6.11.2 Structure o f  V isito r  Survey Q uestionnaire
The structure of the questionnaire was devised in four sections. These were named 
sections A, B C and D. Taken as a whole, the structure created aimed to allow for the 
research objectives to be resolved within a user-friendly format. The importance of 
ease of flow between the sections was given deliberate attention, as in total twenty- 
nine questions were asked. A smooth flow between the questions was needed in 
order to ensure that the instrument did not frustrate respondents so that void or 
non-completed copies were minimised. The personal variables that are often 
considered the easier questions to ask were asked first in Section A (Veal, 1992; 
Riley e t a l ,  2000). Within this context, the degrees of ease of answers were graded 
and therefore, questions dealing with sensitive topics such as age, education level, 
and profession were left as the last questions within that section.
Section B dealt with the respondents' visit to Ollantaytambo site specifically. This 
section was placed second in the overall structure so as to place clearly in the mind 
of the respondent that the overall aim of the questionnaire was about testing the 
levels of satisfaction experienced by them at this particular site. It was felt that this 
section, though only small (the smallest in fact of the four sections) was important as 
the average trip to the Cusco region for the average visitor involves several visits to 
many archaeological sites. Sections A & B contain the control variables, which in the 
analysis of the results were tested against the independent and dependent variables.
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Both C & D sections were structured to introduce the dependant variable of the 
visitor satisfaction with the site experience. Section C introduced the independent 
variable of the visitors' perceived quality of the guide in the form of questions that 
aimed for the respondents' guide to be identified as either local or 'official'. Section 
C aimed to link the quality perceived of the guide with the independent variable of 
the satisfaction with the guide and therefore the overall site satisfaction rated by the 
respondent. Section C aimed to establish the level of centrality of the guide in 
creating either visit satisfaction or dissatisfaction.
Section D aimed to delve further into the independent variable of visitor satisfaction 
with the experience and to rate the respondents' satisfaction with the guide. As a 
way of providing a mechanism to compare what the respondents valued as 
important competencies for guides to have in general with their satisfaction of these 
same competencies with the guide they had at Ollantaytambo. This comparison 
aimed to establish the width of any service gaps in the respondents' expectations of 
guides in general and their experience of one specific guide during this visit 
experience.
6.11.3 Summary of the Research Variables Formulated into Questions
The research instrument was designed so that the research objectives of the study 
could be resolved and so that the relationship between the variables could be 
explored. A summary of this process is provided below where the variables are 
matched to the questions in which they are embedded.
Independent Variables Instrument Question No.
Personal & Visit Variables (in Peru) Ql-10
Visit Variables (at Ollantaytambo) Qll-13
Guide Variables Q14-19
Expectations of Guides in General Variables Q27-28
Dependent Variable
Visitor Satisfaction with Experience of Site Q20
Visitor Satisfaction with Tour Guide at Site Q21
Visitor Satisfaction with Tour Guide at Site Skills/Competencies Q28
Moderating Variable
Ollantaytambo as a Unique Destination Q23-25
Table 6.3: Summary of Research Variables & their Formulation into Questions
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6.11.4 The Research O bjectives & Personal Variables fo r  Section A
This section was designed to create a visitor profile both about the visitor 
themselves and elements of the visit to Peru. The questions below embed one of the 
control variables, that of the personal variables. Section A of the research instrument 
aimed to resolve objective 1 & 3 from the key objectives list for Phase II.
• To develop a profile of visitors to the site
• To investigate how personal and visit variables such as nationality, age, size of
party, level of education, prior experience of travel in a less developed region, 
influence visitor satisfaction at the site
This section in the questionnaire was designed to create a profile of the respondents 
in the sample who had undertaken the visit at the site. Table 6.4 overleaf shows the 
questions it contained.
6.11.5 R a tiona le  fo r  Choice o f  Personal Variables to  Explore
The personal characteristics of the visitors in this research that were of interest were; 
visitors' place of residence, their nationality, length of stay in the Cusco region, level 
of experience of less developed areas, composition of travel party, level of education 
and type of occupation. These characteristics are usually known as the
'psychographics' (Soloman, e t a l., 1999; Waryszak & Kim, 1994), and in the
consumer behaviour and satisfaction literature is considered to have an influence on 
individuals' responses in general and in tourism in particular.
Since nationality is a concept that is influenced by several factors, the research was 
interested in establishing how much familiarity is a factor in consumer satisfaction 
(Ryan, 1995). Therefore it was of interest if respondents were Peruvian residents and 
so this was asked. Nationality is already known to influence tourist expectations 
(Mok & Armstrong, 1998) and how tourists are perceived to behave by others 
(Boissevain & Inglott, 1996). The term 'nationality' may be considered as a factor 
based on variables such as culture (Collins & Wallace, 1995) and the individuals' 
knowledge of languages (Pizam & Sussmann, 1995).
There is evidence that level of education has a correlation with a search for 
knowledge and a desire to be exposed to new experiences (Mathieson & Wall, 1983). 
However, it is a difficult variable to measure, particularly when the respondents are 
from various countries that have different systems of education. In order to 
incorporate this as a personal variable two questions were designed in the research 
instrument. It is well known that the consumers' preferences, abilities and attitudes 
are associated with age in general (Dadgostar & Isotalo, 1992).
188
Section A: A bout you & your trip to Peru 
Q1
Q2
Q3
Q4
Q5
Q6
Q8
Q9
QIO
Including this trip, how many times have you holidayed in 
Peru?_______________
Are you a Peruvian resident? (Currently staying for a minimum of one 
year)
Yes  ___  No____
What is your nationality?___________________________
How many days have you been in the Cusco region?
How many times have you visited any developing parts of the world (e.g.; 
Africa, Latin America, the Indian Sub-Continent, the former Soviet Union, 
& South East Asia?
This is the time_ 
Less than 5 times
More than 5 times___
Are you travelling:
Independently (alone)
(please tick the appropriate box)
Independently (as a couple)______
Independently (as a couple with children) 
Independently (with family/ friends)
Independently (with family/ friends & children) 
As part of a pre-booked tour group___
Q7 Which age category do you fit into?
Between 15-20_
21-34______
35-45______
46-55______
56-65______
66+ ___________
At what age did you complete your full-time education?
Tm still completing my full-time studies. 
Before 16 years old______
Between 16-20 years. 
After 21 years_____
Do you hold a university degree? 
Yes  No____
What do you do for a liv in g?____
Table 6.4: Questions & Personal Variables in Section A  o f Research Instrum ent
189
In the context of tourism, there is evidence that this has implications for choice of 
holiday and activity, (Balazs, 1991; Dadgostar & Isotalo, 1992). While consumer 
behaviour has long been associated with age as a key variable, there is less of 
evidence on its influence on the choice of heritage tourism activities. Increasingly 
moreover, markets in the developed areas of the world are fragmenting and age is 
not as strong a factor in consumer behaviour that it once was. However, because of 
its links to income, family-Hfe cycle and spare leisure time, it was included as a 
personal variable.
There are several factors of interest that are derived from knowing the composition 
of tour parties, particularly at heritage attractions (Kavanagh, 1998; Ryan, 1995; 
Prentice, 1993). The composition of a group visit may influence the individual 
within that groups' overall experience. This is linked to the roles that individuals 
assume within the family unit or as a couple, particularly if there are children in the 
party. The researcher wanted to know what types of group the individual 
respondents were travelling in, as their level of satisfaction with the visit was of 
interest to compare with those who were travelling alone and perhaps more able to 
commune with the spirit of the site without distraction.
6.11.6 The Research Objectives & Visit Variables for Section B
This section was designed to create a profile of the respondent's visit to 
Ollantaytambo. The independent variables it aimed to address are the visit 
variables. Section B aimed to resolve the following objectives of the study:
• to develop a profile of the respondents visit of the site
• to assess what other types of interpretation methods (guide books, visit to 
the local museum, etc;) were used by visitors to the site.
This section in the questionnaire was designed to create a profile of the visit 
undertaken at the site. Table 6.5 shows the questions it contained.
Section B: A bou t your v is it  to O llantaytam bo
Q ll. Was your visit to Ollantaytambo on tbis occasion your first one ever?
Yes__
N o__
Q12. How long did you stay/are you staying at Ollantaytambo?
a few bours □
a day □
a wbole day □
more tban one day □
Q13. Wbat type of interpretation did you use during your visit to Ollantaytambo?
(please tick as many as apply) 
Guide books bought before visit □
Guidebooks bought during visit (Lima/Cusco) □
Guide books/information leaflets acquired at the site □
Local Museum □
Human Guided Tour □
None □
Other (please state______________________________________
Table 6.5: Questions & Personal Variables in Section B of Research Instrum ent
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6.11.7 Rationale for Choice of Visit Variables to Explore
There is evidence that prior experiences of the same site, site familiarity and length 
of stay (Ryan, 1995; Prentice, 1993) are factors that influence visitor satisfaction. 
Similarly, the literature on interpretation suggests that where visitors are given the 
opportunity to deepen their understanding of that which is being visited, 
satisfaction increases, (Moscardo, 1999; Uzzell, 1998). In this light, these variables 
were of interest to include in the research instrument.
6.12 The Research Objectives & Guide Variables of Section C
This section was designed to add to the profile of the respondents' visit to 
Ollantaytambo site. The variables interwoven into this section are the independent 
one of perceived quality and type of guide and how this impacts the dependent 
variable of visitor satisfaction of the site experience. The objectives to be resolved by 
the research instrument in this section are:
• to assess the number of visitors who did not use a guide at the site
• to assess the reasons for visitors not using a guide at the site
• to investigate with which types of guide visitors reported increased 
satisfaction
• to measure levels of satisfaction with the overall visit to the site
• to measure levels of satisfaction with the guide who explained the site
• to measure the contribution the guide made to the visitors' overall 
understanding of the site
This section in the questionnaire was designed to create a profile of the guides used 
at the site. It also aimed to establish a visit profile of the respondents and assess the 
satisfaction with their guide. It comprised the following questions.
Section C: A bout the Tour Guides
Q!4
Q15.
Did you have a guide at Ollantaytambo who explained the site to you?
Yes if yes, please complete the remaining questions, except question 19.
N o if no, please go directly to question 19,20,27 and 29 to finish.
If yes, was that guide:
Hired to guide and accompany you from your origin country 
Hired to guide and accompany you after your arrival in Peru 
Hired to guide and accompany you from Cusco 
Hired to guide and accompany you at Ollantaytambo
Q16. If you bad more tban two guides, please explain their different roles if any
Q17. If the guide who explained Ollantaytambo to you was hired at the site entrance, do you know
if they were:
Local resident of Ollantaytambo □
Local resident of Cusco □
Don't know, couldn't tell □
Other (please state)________________
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Section C cont'd...
Q18 To what extent would you consider the guide who explained Ollantaytambo to you to be
knowledgeable in Inca archaeology and heritage? (Please circle the number that reflects your 
opinion. 1 represents strongly disagree while 5 represents strongly agree).
The guide was knowledgeable, I. ..
totally disagree ..... 4...5 totally agree
Q19 If you did not have a guide, what was your reason for not having one?
Table 6.6: Questions & Personal Variables in Section C of Research Instrum ent
6.12.1 Rationale for Choice of Guide Variables to Explore
Since one of the research objectives was to assess the effectiveness of a tour guide as 
an interpreter of an archaeological site, it was essential to include certain variables 
concerning tour guides. The provenance of the tour guide was included as a 
specialist guide accompanies some visitors from their country of origin, although 
such bespoke services tend to be in the minority. One of the issues explored in Phase 
I of the study was the potential for local indigenous people to become tour guides to 
the sites on their doorsteps. It was of interest to establish which type of tour guide 
the respondents had used, whether they were from Cusco (making it highly Likely 
that they were trained official guides) or whether they were local guides from 
Ollantaytambo who had been hired at the site entrance or in the town.
Perception was involved in this part of the research instrument as respondents were 
asked to consider the extent of their guide's knowledge in Inca archaeology and 
heritage. Swarbrooke (1996: 69) on this topic, suggests that, ..'.the reality of a product 
or experience is probably less important....than the consumer's perception of it.' In this 
light, the question was worded to emphasize that the respondents' opinion was 
sought as the measure for the guide's knowledge. Sekuler & Blake (1994:1) consider 
that perception is a 'sequence of interrelated events' which can be applied to tourism 
consumer behaviour, in particular. The respondents perception of their tour guide 
was likely to be affected by the 'sequence of interrelated events' as the majority of 
visitors to the site are on the Sacred Valley day trip and are therefore exposed to 
their tour guide over the course of a whole morning by the time they visit 
Ollantaytambo.
6.12.2 Choice of Scale Technique
In terms of measuring the respondents' opinion of knowledge, decisions needed to 
be taken on the type of scale used in the research instrument. According to Aaker et 
al. (1995:255), scaling is,
'The process of creating a continuum on which objects are located according to the
amount of the measured characteristics they possess.'
The literature shows that there are four types of scale available to use in research 
and these are, the ratio scale, the interval scale, the nominal scale and the ordinal
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scale. The issue of scaling techniques, the appropriate numbers of intervals, the 
wording and the advantages and disadvantages of each has generated a 
considerable debate in the literature (Moser & Kalton, 1993; Friedman & Leefer, 
1981). The Likert rating was the scaling technique chosen for the research 
instrument as it is a uni-dimensional measurement against which individuals can 
place their opinion on a continuum for statements presented to them. The ends of 
the continuum usually represent the extreme opinions of strongly agree/disagree or 
totally satisfied/totally dissatisfied (Likert, 1932).
It was necessary to decide whether to have an odd or even number of intervals in 
the scale. It was decided to use an odd number of intervals on a 1-5 point scale to 
allow those who were uncertain to record the middle category as no opinion (Moser 
& Kalton, 1993). It was decided that the numbers would not include zero at the start 
of the continuum because of this number's association with nothingness. Also, it 
was decided that the numbers in the scale would be positive numbers.
The number of intervals was decided to be five to as the literature reports how 
respondents feel more comfortable avoiding extremes (Moser & Kalton, 1993). Only 
one type of scale was chosen for use throughout the whole instrument to avoid 
confusion and void questionnaires. The wording of each scale needed careful 
consideration, as its influence can be significant on how respondents measure their 
opinions, (Friedman & Leefer, 1981). The extremes of the scales were worded so that 
the adjectives used were clearly the complete opposites of each other.
6,12.3 The Research Objectives & Satisfaction Variables of Section D
This section was designed to measure the levels of satisfaction experienced by the 
respondents. The independent variables it aims to address are the perceived quality 
and variety of guides and the expectations of guides in general. This section also 
aims to test the strength of the moderating variable. Section D aimed to resolve the 
following objectives of the study:
1. to investigate with which types of guide visitors reported increased 
satisfaction.
2. to measure levels of satisfaction with the overall visit to the site.
3. to measure levels of satisfaction with the guide who explained the site to 
the respondent.
4. to measure the contribution the guide made to the visitors' overall 
understanding of the site.
5. to measure levels of dissatisfaction with the guide who explained the site to 
the respondent.
6. to measure visitors' expectations of guides' skills and competencies in
general.
7. to measure visitors' expectations of guides' skills and competencies in
general against the satisfaction rating given to the guide used at the site.
8. to investigate visitors' general expectations of the guide's role and its
impact on their satisfaction with the site visit.
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This section in the questionnaire was designed to measure the levels of satisfaction 
with the guide and the visit. It is the longest section in the instrument and deals 
directly with the dependent variable, the visitor satisfaction with the overall visit 
experience. It comprised the following questions.
Section D: About your satisfaction  w ith  tour guide & w ith  the visit:
Q20. Overall, how satisfied were you with your visit to Ollantaytambo? With my visit, I was.... 
completely dissatisfied 1....2....3...4...5 completely satisfied
Q21. Overall, how satisfied were you with the guide who explained Ollantaytambo site to you? 
With the guide, 1 was....
completely dissatisfied 1....2...3...4...5 completely satisfied
Q22 Did you feel that the guide who explained the archaeology and heritage of Ollantaytambo to 
you, contributed to your overall understanding of the site? The guide made a contribution 
to my understanding which was a....
minor contribution 1...2...3...4...5 major contribution
Q23. If you rated your guide with a 1 or a 2, would you go as far to say that their input took away
from the quality of your visitor experience?
Yes  N o,
Q24. If yes, please explain your feelings,
Q25. If no, please explain your feelings. This was because: (please tick as many as apply 
The site spoke for itself
The site was so impressive that it didn't matter anyway □
The surrounding landscape was so impressive it didn't matter □
There was other interpretation available around the site □
A fellow group member was able to explain the site to me □
1 had read up on the site before arriving o
I'm not really that interested in the detail °
Other (please state)_____________________________    °
Q26 If you have any more comments to add on the above question, please use the space below to 
do so
cont'd overleaf... 
Section D cont'd...
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Q27 This next question is about tour guides in general. Please rate the following skills and 
competencies you think it is important for any guide to possess? (Please use the 1-5 scale, 
where 1 means not at all important and 5 means very important.
Skill/Competency Importance Ratine
not important at all
Q28
English Language Skills 
Archaeological Knowledge 
Time-Keeping
Historical & Cultural Knowledge 
Clarity & Communication Skills 
Ability to make the local heritage intelligible 
Group Management Skills 
Awareness of Tourism-Related Impacts 
Ability to Entertain & Stimulate 
Sensitivity to Group Dynamics
This question is specifically about the tour guide you had at Ollantaytambo. Assessing the 
tour guide you had at Ollantaytambo, please rate your satisfaction for each skill and 
competency. (Please use the 1-5 scale, where 1 means completely dissatisfied and 5 means 
completely satisfied)
very important
..5
..5
,..5
,..5
...5
...5
...5
...5
...5
...5
Skill/Competency Satisfaction Rating 
completely dissatisfied completely satisfied
English Language Skills 
Archaeological Knowledge 
Time-Keeping
Historical & Cultural Knowledge
Clarity & Communication Skills
Ability to make the local heritage intelligible
Group Management Skills
Awareness of Tourism-Related Impacts
Ability to Entertain & Stimulate
Sensitivity to Group Dynamics
.2......3....... 4...... 5
.2......3....... 4...... 5
.2......3....... 4...... 5
.2......3.
.2......3.
.2......3.
.2......3.
.2......3.
.2......3.
.4.......5
.4.......5
.4.......5
.4.......5
.4.......5
.4.......5
Q29 Please use the space below to add any further comments you might have about your 
experience of tour guides at Ollantaytambo and in the Cusco region in general.
Table 6.7: Questions & Personal Variables in Section D of Research Instrum ent
6.12.4 Rationale for Choice of Visit & Guide Variables to Explore
This section of the research instrument aimed to explore the dependent variable 
(satisfaction with the overall visit), the intervening variable (perceived quality of the 
tour guide), and the moderating variable (Ollantaytambo's uniqueness as a 
destination). Also the relationship of the independent variable (respondent's 
previous experience of tour guides) was explored against their satisfaction with 
their guide at Ollantaytambo. Satisfaction with the guide has been discussed 
specifically in the literature (Geva & Goldman, 1991) and alluded to within the 
general context of the package tour, (Quiroga, 1990). The exploration aimed to 
address the concept of satisfaction as the fulfilling of expected needs and wants
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(Ryan, 1995) by asking respondents to rate the importance they attached to a range 
of competencies for tour guides in general. The respondents were then asked to rate 
their satisfaction of these competencies in the guide they had at Ollantaytambo. This 
exploration was undertaken because it is known that satisfaction is linked to 
expectation.
This final section of the instrument aimed to allow levels of satisfaction with the 
overall visit to be explored and for the respondents' perception of how much the 
tour guide added depth to their understanding of the site, their satisfaction with the 
site and with the tour guide to be recorded. This section also aimed to allow the 
respondents to express their feelings and thoughts about the tour guide, particularly 
if their experience had slid into the dissatisfaction zone of the scale. This 
combination of the cognitive and the affective was designed based on the literature 
on interpretation and the visitor experience, (Uzzell, 1998).
6.13 Pre-Piloting the Research Instrument
The pre-pilot involved handing the final draft version of the English questionnaire 
to two groups of people for proofreading. The first group was made up of five 
tourism students and the second group was made up of five non-tourism specialists, 
comprising some family members and friends. For the Spanish version of the 
questionnaire, five native Spanish-speakers were asked to provide proofreading. 
One of those who participated was chosen because that person is a professional 
Spanish-English translator. His input was particularly helpful, as the researcher had 
no previous experience of the type of language used in questionnaires. The other 
proofreaders too helped in the general improvement of the final version.
This pre-pilot was beneficial in that typographic error and problem areas were 
identified and suggestions for improved layout were incorporated. This was 
considered to be very important since the instrument was to be of the self­
completion type. The final pre-piloted version was reduced to twenty-nine 
questions and a decision to keep the physical questionnaire down to four A4 pages 
was taken. These it was also decided were then to be double-sided photocopied so 
that potential respondents would not be put off by a long questionnaire. This was a 
strategic decision to improve the response rate of those visitors at the site willing to 
participate in the survey, (Veal, 1992; Riley et al., 2000).
6.14 Pilot in London
In order to test the final version created from the pre-pilot, it was decided that a 
pilot of the questionnaire be tested on real tourists having the experience of visiting 
a real monument. Given that the pilot had to be undertaken in Peru and that the 
researcher was in London during the questionnaire design phase, it was decided 
that it would be beneficial to incorporate two pilots into the process. Therefore a 
pilot was undertaken in London and then one on arrival in Cusco. The pilot in 
London was undertaken over two days in June 2001 (8-10) at the exit of Westminster 
Abbey. In order for the questionnaire to make sense to this sample, some actual 
changes had to be made to the instrument. Therefore, the word Ollantaytambo
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needed to replaced with Westminster Abbey. Also, in place or archaeology, the 
word, architecture was used, and in place of heritage, the word history was used. 
However, no integral changes were made to any of the questions in themselves.
The target sample of thirty respondents was achieved. The decision to use the 
Abbey as the attraction to pilot was taken for two key reasons. One was the 
convenient location of the attraction that was near the researcher's workplace. 
Therefore, a sense of possible visitor numbers and the flow of entry and exit points 
were familiar. The second reason was that the questions posed in the self 
completion questionnaire would make sense to those visiting this attraction. 
Although the Abbey provides no guides it was observed that many of the tourists 
arrived with a guide of their own guide or were met by a professional 'blue badge' 
guide at the entrance. Through observation and familiarisation of the site, the above 
criteria were met and the pilot site was identified as suitable and therefore used.
The researcher stood at the exit of Westminster Abbey and using a random sample 
of every fifth visitor leaving, asked whether they would like to help take part in a 
survey. The researcher positioned her self near a set of benches, so that those who 
agreed to participate could seat themselves while completing the questionnaire. The 
researcher provided pencils where necessary to willing respondents. Both the 
Spanish and the English version were handed out as required. Twelve Spanish 
questionnaires were handed out, while the remaining eighteen used were the 
English version.
6.14.1 Limitations of the London Pilot
One of the most obvious limitations of the pre-pilot in London was that since it was 
not in situ, it could not reveal any issues likely to arise in the real context in which 
the questionnaire was going to be used. In order to overcome this problem, the 
research instrument was to be piloted in Ollantaytambo also. However the pre- pilot 
created benefits which are discussed below.
6.14.2 Benefits of the London P ilot
The pilot in London provided the researcher with the benefit of confidence about 
the questionnaire. Few of the respondents reported problems with the self­
completion of the questionnaire. Where there were questions, they emerged from 
those whose first language was not that of the questionnaire they had chosen to fill 
in. However one additional response was made to question 8, which asked 
respondents for the age at which they completed their education. A few 
respondents in this pilot pointed out that they were still students and this response 
was added. This proved an important addition as Peru has a considerable student 
market and also because socio-economic changes show that returning to education 
later in life is a trend in some developed countries.
The other main comment received from nearly all the participants were that some 
questions (questions 12, 15, 16 & 17) were not directly relevant to their experience. 
This was linked to the main limitation of the London pilot, which was the problem 
of using the questionnaire at a totally different site to the final survey and within a
197
very different operation environment. However, the benefits derived outweighed 
this limitation and it proved a useful task. When the final version was created an 
email account was set up and the researcher sent the questionnaire in both 
languages as an attachment to herself as a safety measure. The researcher travelled 
with both hard copies of the questionnaires and with the documents saved in two 
floppy diskettes.
6.15 Pilot in Cusco & Ollantaytambo
A pilot of the research instrument was undertaken in Cusco and Ollantaytambo 
over three days. The majority of the respondents however were found in Cusco city 
as the day the researcher travelled to Ollantaytambo was not a Sacred Valley tour 
day and as such, fewer visitors were to be found. The trip to Ollantaytambo was 
also taken outside of a Sacred Valley tour day in order so that the researcher could 
do a reconnaissance of the village while it was freer of visitors. The researcher 
wanted to see how much the town had changed since she had last been there (seven 
years previously) in her previous capacity as tour leader for a UK overland tour 
operator. With fewer visitors present, the researcher was able to see how 
Ollantaytambo had a new museum, several new hotels and more cafes and 
restaurants. The target pilot sample was thirty respondents and over two-thirds of 
these were found in Cusco city while the other third was found m Ollantaytambo. 
In Ollantaytambo, the researcher approached people who looked like independent 
Western tourists in the main square and in a restaurant and café. Similarly, in 
Cusco, the researcher approached visitors in the main square, the Plaza de Armas, 
in cafés and restaurants. However where it was apparent that the tourists were 
consuming excessive alcohol, the researcher did not approach these potential 
subjects in order not to introduce less reliable data into survey.
6.15.1 Benefits of the P ilot in Cusco & Ollantaytambo
From the comments of the pilot respondents, two areas, it emerged needed further 
clarification. The first change that was incorporated was to Question 1. Respondents 
had pointed out that the original question, 'How many times have you been to Peru?' 
allowed too much ambiguity and confusion into the answers. Therefore, after the 
pilot. Question 1, which as an opening question is particularly important to phrase 
in a way that keeps the respondent motivated to continue with the questionnaire, 
was rephrased. The question was rephrased to 'Including this one, how many trips have 
you taken to Peru?'
The other area that was clarified from the comments revealed by the pilot, was in 
Question 8, 'A t  what age did you complete your full-tim e studies?' Some of the pilot 
respondents had written besides this question that they were still students but in the 
original pre-pilot format, there had been no provision for this. Therefore to address 
this finding from the pilot, another option of an answer to this question was added 
which was, I  am still completing m y full-tim e studies. This was an important answer to 
add because Peru is a popular destination with gap year students as well as 
students on university courses with placement years. No other changes were made 
to the research questionnaire though one respondent expressed difficulty
198
understanding one of the guide competencies listed in Questions 27 and 28. This 
was the guide's 'Ability to Translate the Local Heritage'. After trying to reword this 
competency with a different written expression, no better way of expressing this 
was found and the researcher decided to leave it unchanged.
The pilot was instrumental in testing practical matters such as the length of time it 
took to complete when taking the preliminary introductions to enlist respondents 
into account. It also highlighted another key practical issue, which was that it was 
difficult to keep track of the pencils and pens that the researcher supplied and that 
more were needed than originally was thought. The researcher used this experience 
to stock up on plenty of writing materials in order not to face the problem of having 
willing respondents and no pens and therefore loosing them. Once the pilot 
questiormaires had all been read and the changes necessary considered, the 
researcher accessed the original copy of the instrument on her email account via an 
Internet café in Cusco city. The necessary changes, as above, were made to both the 
Spanish and English version of the questionnaire and one copy was printed out of 
each. These were then taken to a local photocopy shop where instructions were 
given to make each questionnaire double-sided so that it only occupied two sheets 
of A4 paper. When the questionnaires were collected later that day, the Spanish 
questionnaires, of which more were made than the English version (as per the 
percentage proportions of these visitor markets), were put into one rucksack and the 
others were put in another to distinguish them clearly and at a glance in the process 
of collecting the data at Ollantaytambo.
6.15.2 Limitations of the P ilot
One of the main limitations of the pilot was the researcher's decision not to pilot the 
questionnaire in Ollantaytambo during a Sacred Valley day trip day such as a 
Tuesday, Thursday or Saturday, which is when these tours come from Cusco. 
However, the researcher forwent the possibility of piloting the questionnaire with 
more visitors at the site because what was also of interest to double-check was 
whether any local guides were working at the site. It was thought that on the days 
where no day trips were organised by tour operators it would be more likely that 
they were working when no other tour guides were available for visitors arriving 
independently. This however was not the case and it was not possible for the 
researcher to identify any local tour guides. The two members of staff controlling 
admission to the site, (employees of the Official Cusco Pass office) gave the 
researcher a brief explanation the researcher that there were many more local guides 
operating the previous year, though the reasons for this were not identified.
6.16 The Population
In order to resolve the key research question for this part of the study, it was 
necessary to find out whether satisfaction with the tour guide at Ollantaytambo had 
a bearing on the overall satisfaction with the visit to the site. In theory, therefore, the 
population from which the sample was to be drawn could be defined as consisting 
of all those who visited Ollantaytambo site, whether or not they had hired a tour 
guide in order to help them interpret the place. It was decided to define the
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population in terms of the number of visitors to the site at high season in the month 
of August. The rationale for choosing this month of the year was because it was the 
month in which the fieldwork was to be undertaken in 2001. It was decided to 
define the population based on the visitor arrival numbers for the same month 
(August) of the previous year (2000). In practice, however, difficulties were 
experienced in identifying the population size in order to be able to calculate the 
appropriate sample size. The sections that follow discuss these difficulties and how 
they were overcome. Ultimately, it was decided to focus on a participating 
population who fulfilled several factors that would assist in the achievement of the 
research objectives. The rationale for this was linked to the nature of the research 
and the labour and resource limitations.
6.16.1 Difficulties in the Identification of the Population Size
It was necessary to identify the size of the population but this was only possible to 
do on arrival in Peru. Several relevant authorities were approached in order to 
access sources of information about the visitor numbers to Ollantaytambo. The 
researcher contacted the Regional Tourism Board of Cusco to find out the annual 
visitation figures for Ollantaytambo. Two separate sets of data were collected from 
this source. First, official statistics For the whole o f the Ollantaytambo region, revealed 
that for the month of August, 211 visitors were reported to have arrived. For the 
whole year, the statistics reported a total of 1,287 visitors for the year 2000. A 
calculation was undertaken to divide 1,287 by 12 (to represent the months in the 
year) and the figure 107 was arrived at providing a rough estimate of the population 
of visitors to Ollantaytambo site on the assumption that is likely that those who 
visited the region, also visited the site as it the key visitor attraction. Secondly, from 
the same source, as shown overleaf in Table 6.8, another survey revealed that for the 
year 2000 a total of 1,166 visitors arrived from a range of worldwide generating 
countries and regions.
The Regional Tourism Board of Cusco advised that these sets of data were not for 
the actual numbers of visitors to the archaeological site at Ollantaytambo itself and 
that the researcher could contact the National Institute of Culture in Cusco, under 
whose jurisdiction the site lies. At the INC, however the researcher learnt that no 
visitation figures are kept by the individual site guards and was advised that the 
Official Cusco Pass Office (Boletin Official de Turismo) kept this data. As discussed in 
chapter 5 (Tourism in Peru & Cusco), this pre-pay pass is for sale in Cusco for 
visitors who want to see more than just a few of the key attractions in the city and 
the surrounding region. In total, sixteen attractions can be visited on the pass, 
including Ollantaytambo. Appendix I shows a copy of this pass. It is not possible 
for visitors to enter the sites featured on the Cusco Pass without having bought the 
pass in advance. At the Cusco Pass Office, the researcher learnt that although 
annual statistics are kept on overall sales of this pass, no site-specific record is kept 
at the individual attractions of how many visitors arrive, be they with or without 
their pass. The Cusco Pass Office could only provide an estimate of the arrivals 
based on the distribution across the sites featuring on this pass.
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Country/Region of Origin Number o f Arrivals
USA 288
Canada 93
America (other countries) 28
Argentina 58
Mexico 1
Venezuela 1
Brazil 2
Chile 16
Italy 47
France 128
Germany 103
Austria 29
Spain 23
Israel 5
Other European Countries 179
Japan 22
Asia (other countries) 19
Africa 35
Oceana 89
Total 1166
Table 6.8 Summary o f International Arrivals to the Region o f Ollantaytambo between January 
and December 2000. Source: Regional Tourism Board o f Cusco.
At all three organizations, the researcher was advised to approach the tour 
operators who run trips to the Sacred Valley of the Incas where Ollantaytambo is 
located. It was felt by these three different sources that their knowledge would be 
more recently updated from their frequent experience on the ground. Therefore, the 
identification of the population relied upon a combination of data from both the 
private and public sectors in the Cusco region. In this way, an element of 
triangulation of the data was present in the calculation of the population size. The 
researcher was faced with the task of having to estimate the size of the population. 
In order to undertaken this calculation, the population parameters available were 
used to arrive at a population size.
The Official Cusco Pass office reported that for August 2000, 2,235 pre-pay passes 
were sold. Since there are sixteen attractions included on the pass, this did not mean 
that all 2,235 tourists went to aU sixteen attractions. In other words, for the purposes 
of calculating the population for this research, it did not mean that 2,235 visitors 
went to Ollantaytambo site in August 2000. However, an assumption was made that 
all 2,235 people who purchased the pre-pay pass did visit all sixteen attractions, this 
enabled the simple calculation to be undertaken that 2,235 visitors went to 
Ollantaytambo site in the month of August 2000.
The researcher then contacted two of the most well known tour operators in Cusco 
(Gatur & Americana), to ask for their estimates on the number of arrivals to 
Ollantaytambo site in August 2000. The tour operators both commented that the 
previous year had been extremely busy for them. They explained that they ran day- 
trips to the Sacred Valley three times a week to coincide with the market days 
running at Chinchero and Pisaq. The distribution system used by these two
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operators to advertise their tours was in conjunction with the two other big tour 
operators and the travel agents in Cusco. Together, the four bigger operators 
provided the tour-buses for the Sacred Valley day trip. The two operators the 
researcher had contacted estimated that two buses with a capacity of 30 passengers, 
or one bus with a capacity of 60 left for the Sacred Valley tour from  each of the four 
operators, giving a daily total of 240 visitors. The Sacred Valley tour runs three times 
a week, on Tuesdays, Thursdays and Saturdays. In this way, a total of 720 were 
estimated to have taken this tour per week, and calculated over a month, the 
estimate from the private sector then, was that 2,880 visitors arrived at 
Ollantaytambo site in August 2000.
With these two different estimates of 2,235 and 2,880 as the population of visitors to 
Ollantaytambo site for August 2000, a mid-way point of 2,500 visitors between these 
estimated parameters, was decided upon. In this way the population was identified 
as being 2,500.
6.16.2 Sample Size
Krejcie and Morgan's (1970) good decision model for sample size was consulted to 
help decide the sample size. For a population of 2,500, it suggested 331 was an 
appropriate sample size. The researcher decided, from discussions with the tour 
operators and from observation of the site on busy Sacred Valley tour days, that it 
would not be possible to achieve such a target sample because the whole of the 
month of August 2001 could not be devoted to data collection. Time also had to be 
given to identifying the population, piloting the questionnaire and making 
necessary amendments and reprinting the final version of the questionnaire, which 
is echoed by Riley et al. (2000:88):
'For many students, and indeed, experienced researchers, the problem of 
determining sample size is a complex one. Again, it involves balancing cost and 
time against accuracy and purposes of the survey.'
In total, it was only possible to devote approximately three weeks of the month's 
fieldwork to data collection. This is the rationale for the target sample being set at 
250 people due to the limitation of time and resources available to the researcher. 
Moreover, the tour operators had advised, at the beginning of August 2001, that 
visitor numbers to Cusco in general were lower than the previous year. In this light, 
and moreover, given the nature of the research and its time limitations, it was 
decided that the target sample would be focused on a participating population 
which fulfilled certain criteria as explained in the following section.
6.16.3 Elimination Process for the Selection Process of Suitable Sample 
Respondents
Every 5th element of the population was approached as a potential subject of the 
survey, but in order to be included in the sample, they had to fulfill the following 
criteria, as shown in Figure 6.8.
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Had visited Ollantaytambo within the last 3 days 
Were above 15 years old
Were able to understand and speak either English or Spanish
Not willing
participate
Above 15 WiUing to 
participate
Within the last three daysTourists who 
have visited 
Ollantaytambo 
site
Under 15 Not within the last three days
Able to read and 
understand 
English /  Spanish
Not able to read and 
understand 
English /  Spanish
Figure 6.8: The Elimination Process for the Selection of Suitable Respondent
If the element of the population did not fulfil the above criteria, they were thanked 
for their interest and the researcher moved on to the next fifth element
6.16.4 Rationale for the Criteria of the Elimination Process
The following sections detail the reasons for the criteria chosen to select suitable 
subjects for the survey sample.
6.16.4.1 Had Visited Ollantaytambo W ithin the Last Three Days
The rationale for this decision was based on Eysenck (1998) who found that 
memories of holiday experiences are often episodic and that personal experiences 
are bound up with the visited place. The choice of a three-day cut-point was based 
on three reasons. First, the official statistics from the Ministry of Tourism show that 
three days is the average length of stay in Cusco and the surrounding region. 
Secondly, this period of time is classified as short-term memory. Finally, using this 
length of time made it possible to increase probability of achieving the target sample 
by increasing the potential subjects suitable for the survey.
When the researcher approached elements in the population, they were asked if 
they had been to Ollantaytambo site within the last three days. In general it was 
found that there was no confusion about which site was being referred to by the 
researcher. However since there are a considerable amount of archaeological sites in 
Cusco and its surrounding countryside, sometimes it was necessary for the 
researcher to communicate some of the key features of Ollantaytambo site in order 
to clarify. Due to the fact that it is a unique place there was little possibility of 
confusion and where there was apparent lack of recall amongst the elements 
approached, the researcher did not include them in the survey. The use of a picture 
postcard of the place was considered to jog the memory of potential subjects but 
none were found to offer a clear enough view of the site to be useful in this aim.
6.16.4.2 Over Fifteen Years Old
It is believed that cognitive abilities are considered to be more stable after the age of 
fifteen, Apter, et al. (1998). Where the researcher was iu doubt as to the subject's age, 
they were asked their age and if this was below the age of fifteen, the researcher
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thanked the subject but explained that they did not fulfil the minimum age 
requirement
6.16.4.3 Able to read and understand English or S-panish
It was decided to confine the languages that the research instrument was translated 
into to two languages; English and Spanish. This decision was taken due to the 
financial and time limitations of this study and the choice of languages was made 
because using English and Spanish enabled 68% of the population to be reached. 
According to published surveys (WTO, 1998; MITINCI, 2000; Pacific Consultants 
International, 1999) the visitors to Peru are from many different countries and Cusco 
is the most frequently visited region. Translating the questionnaire in more than 
two languages may have provided access to a larger part of the population but this 
was not possible due largely to practical reasons. It also had practical implications in 
that the research instrument, in the shape of the self-completion questionnaire, 
would have to be translated into the appropriate languages. In order to take this 
decision, the approach taken was to examine closely the market share of the visiting 
countries. The WTO Yearbook of Tourism statistics of 1998 was referenced covering 
a period of the five last years and a pattern emerged which dictated that the choice 
of languages for the questionnaire should be confined to English and Spanish. The 
justification for this decision is that drawing from the nationalities of tourists who 
have visited Peru (WTO, 1998), English is spoken by 28.17% of the total arrivals and 
Spanish is spoken by 39.42%. Hence, the potential population reached would be 
68% of the total international arrivals to Peru. Table 6.9 shows the percentage 
arrivals by country or region for the Spanish and English-speaking respondents.
Country/W orld Region 
(Spanish-speaking)
% o f M arket fo r  
Peru
Country/W orld Region 
(English-speaking)
% o f M arket fo r  
Peru
Spain 4.34% Australia 1.42%
Central America 1.20% United Kingdom 2.80%
South America (not 32% United States of 21.49%
including Brazil) America
Mexico 1.88% Canada 2.46%
Total 39.42% Total 28.17%
Table 6.9: Peru's Spanish-Speaking & English-Speaking Visitors by Country or World Region in
1998. Source: WTO YearBook, 1998.
The use of only two languages simplified the physical tasks of carrying, 
distinguishing and distributing the questionnaires in situ. During the fieldwork, if 
the elements of the population that the researcher approached had trouble 
understanding the introduction greeting in either English or Spanish, the researcher 
thanked them for their interest but moved onto the next fifth element in the 
population in the hope that they may be suitable to be a subject in the sample.
6.16.5 Sample Design
Equally important as calculating the sample size is the issue of choosing the 
appropriate sample design to allow for the research objectives to be resolved. 
According to Sekaran (2000:286), the choice of sample design, \ .. will depend largely
204
on the goal of the research, the characteristics of the population and cost considerations.' It 
was decided that simple random sampling would be the most appropriate sample 
design for this study. However, it was also decided that it was necessary to ensure 
that the respondents sampled were able to provide data relevant to exploring the 
research question. Therefore, while every fifth element of the population was 
approached to participate in the survey if they did not fulfil the criteria as set out in 
Figure 6.8, then this element was not included in the survey. The sample design and 
the screening process were chosen to allow the results to be used to make 
generalizations about the population.
6.17 Survey Location - Data Collection Procedures
This section of the chapter discusses the survey locations decided upon in order to 
enable the collection of the data. In order to increase the chances of achieving the 
target sample, and since the cut-off point for elements of the population to be 
included in the sample was for them to have visited Ollantaytambo within the last 
three days, collection of the data was not limited to the site. The researcher included 
Cusco city centre, cafes and restaurants in both Cusco and Ollantaytambo and the 
main Plaza de Armas Square were locations where the researcher approached 
potential subjects. The same elimination process as described in Figure 6.9 was 
applied to these locations. These survey locations were used when the researcher 
was in Cusco and not in Ollantaytambo. The key survey location however was the 
archaeological site itself. However, Ollantaytambo town itself was also used as a 
survey location; these included the main square (Square of Manaraki), cafes and 
restaurants where visitors could be seen. Figure 6. i  shows this square in the key to 
the map of the town.
The researcher mainly used OUantaytambo as a survey location on the days when 
the day trip to the Sacred Valley was run from Cusco and used Cusco city centre as a 
survey location on the other days. Also, when the researcher spent the night in the 
nearby town of Urubamba, which is a mid-way point between Cusco and 
Ollantaytambo, this was also used as a survey location since Urubamba has also 
become part of the tourist circuit in the region. Initially, the data collection 
procedure at the site of Ollantaytambo consisted of the researcher standing at the 
entrance to the site and approaching every fifth visitor with a questionnaire. The site 
entrance is marked with an X in Figure 6.9. However, after the first morning it was 
found that this location was not a suitable place as visitors were busy showing their 
tickets at the entrance to the site-keepers and that their minds were elsewhere in 
anticipation of what they were about to see. The researcher found that standing at 
the entrance to site did not yield many responses though it did generate some 
completed questionnaires. Visitors agreeing to return the completed questionnaires 
after their visit and finding the researcher at the site entrance in order to hand it to 
her before their departure achieved this.
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Figure 6.9: Plan of Ollantaytambo Site & Outline o f Ollantaytambo Town, in the Sacred Valley of 
the Incas. Source: Frost, (2000).
Therefore, it was decided that a more appropriate survey location would be the site 
exit that is denoted in Figure 6.1 by the letter Y. The researcher approached every 
fifth visitor leaving the site and while this was found to be a more successful 
location for data collection, it was also found to have its own limitations. The 
majority of the visitors had arrived at the site as part of the Sacred Valley day trip so 
although those who the researcher approached showed interest in participating 
many expressed concern that they would not have time as their tour bus was due to 
leave as their accompanying tour guide had set a departure time for the whole 
group in order to continue to schedule on their tour of the Sacred Valley. The site 
exit was used as a survey location in Ollantaytambo in conjunction with the town 
cafes and restaurants for approximately a week. The site exit was found to yield a 
higher response rate than the site entrance, but the researcher calculated that such a 
rate would not allow for the target sample to be met within the time constraints. The 
visitors on organized tours lack of time prevented even interested visitors from 
participating in the survey.
Several of those who the researcher approached exiting the site were tour guides 
who took interest in the nature of the study and expressed regret that their visitors 
could not participate in it due to the time-constraints in the daytrip schedule. Some 
of the tour guides expressed regret also that such evaluation and monitoring of their 
performance was not available to them in order to improve the quality of their 
work. In conversation with these tour guides, another survey location emerged
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which would allow for a greater sample size be achieved by the researcher and for 
an element of feedback to be available to these guides.
6.17.1 Extra Survey Location Added to the Data Collection Strategy
Initially, two tour guides invited the researcher to join the departing tour bus in 
order to give every fifth potential subject who fitted the selection criteria an 
opportunity to complete the questionnaire. This opportunity was taken up by the 
researcher as a strategic decision to increase the chances of achieving the target 
sample number. In addition to standing at the exit of Ollantaytambo site as a data 
collection survey location (together with the locations of Ollantaytambo town and 
Cusco city), the researcher added the use of the tour buses as another appropriate 
survey location. A week later, from the initial contact with the two interested 
guides, the first two guides who were interested in assisting with the study had 
contacted a network of eight guides. In return for access to their visitors who had 
just experienced Ollantaytambo site, the tour guides were interested in reading 
through the completed questionnaires to gain a flavour of the evaluation their 
visitors had given them and to read any of their comments.
The tour bus as a location for data collection worked in the following manner. When 
all the visitors had returned to the bus and the bus was making its way out of the 
area in front of the site that is used as car park (denoted by the letter Y in Figure 
6.10), the tour guide gave the researcher the microphone. The researcher introduced 
herself to the visitors in both Spanish & English and explained the nature of the 
study in brief and how long completing the questionnaire would take 
approximately. The researcher emphasised that it was important that the visitors 
give their honest opinion of the tour guides' interpretation of Ollantaytambo The 
visitors were also reminded that the questionnaires were confidential and their 
answers were not traceable to them. This emphasis was included in order to ensure 
that no bias crept into their responses since the respondents were completing the 
questionnaire with the tour guide present, albeit at the front of the bus. The fact that 
this method of data collection differed, in this respect, from the other methods used, 
was acknowledged. In order to cope with this the researcher expressed that the tour 
guide was helping the researcher precisely because they were in search of 
evaluation, and not flattery. The researcher expressly explained that the feedback 
would be anonymous and the more honest the better it would help the tour guide s 
further development.
The next stage was to distribute the questionnaires to every fifth person on the tour 
bus and the researcher asked if they spoke and read either English or Spanish. 
Where the answer was in the negative, they were thanked for their interest and the 
next fifth person was asked the same selection question. Once the willing and 
eligible visitors had been given a copy of the questionnaire and a pen, the researcher 
withdrew and left the tour bus that was bound for the next site of Chinchero. The 
system, which was set up for the collection of the completed questionnaires was 
that, the tour guide would collect them from the respondents and place them in a 
manila envelope provided by the researcher. The tour guide was instructed to leave 
this envelope at the office of their tour operator employer that evening for the
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researcher to collect at the next available opportunity when back in Cusco. With the 
exception of one occasion this system of data retrieval did not fail.
When the researcher alighted from the bus, she walked back to the exit of 
Ollantaytambo site in order to distribute more questionnaires to potential sample 
subjects. Overall, about three-quarters of the survey was undertaken by sampling 
visitors at the site exit and on the tour buses, while the other quarter, was achieved 
from sampling visitors in Urubamba town and Cusco city centre.
6.17.2 Issues Surrounding the Solutions to the Data Collection
While the additional method of data collection solved the potential problem of 
achieving a very low response rate, it had its own inherent limitations also. Despite 
the researcher's express emphasis to the visitors to not try to flatter their tour guide, 
the fact that they knew that their tour guide was interested in the results and was 
also going to collect the questionnaires from them meant that an element of in-built 
bias was potentially present in their responses which differs from the other types of 
data collection method used.
However, the researcher while aware of this issue needed to weigh the advantages 
of achieving a higher rate of response with the limitation of allowing this element of 
bias to creep into the sample. It was decided on balance more beneficial than 
damaging to include this method of data collection for the good of the overall study. 
It had been hoped to achieve the target sample number of two hundred and fifty 
respondents although only one hundred and forty complete and valid 
questionnaires were returned. It had been hoped that by creating a simple random 
sample that the results could afford some generalizability about the population, but 
the findings of the smaller sample achieved need to be read with caution. However 
without the use of this data collection method, the sample achieved may have been 
even smaller, therefore reducing further the confidence in the ability to generalize 
the findings.
6.18 Overall Limitations of Research Strategy of Phase II
The key problems identified for Phase II of the study, were the lack of time available 
to undertake a larger survey, at least one that met its original target of 250 
respondents. Another limitation, which is also linked to the time constraint of the 
fieldwork, was the fact that the sample was confined to English and Spanish 
speakers who could understand and read these languages. Perhaps, the high 
satisfaction levels, which were recorded for the sample as a whole, are in part 
attributable to the fact that the respondents were proficient in the two languages 
most commonly spoken by tour guides in the Cusco region. The fact that they 
recorded high satisfaction may be due to their higher level of understanding of what 
was being said by the tour guide at the visit to the site. This is a factor for 
consideration for any future research as lack of proficiency in foreign languages has 
been cited as a key dissatisfaction with guides in the research done by PromPeru, 
(2003).
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6.19 Data Input & Analysis
The questionnaires were numbered and the data was entered into SPSS (Version 10) 
for data analysis. In order to prevent mistakes in entering the data:
• The researcher entered aU the data.
• After each questionnaire had been entered, the researcher took a short break 
and then the data was double-checked against the questionnaire, before the 
next questionnaire was input into the database.
• The data entered were then randomly checked against the paper 
questionnaires at a later date, to ensure it was as accurate as possible. This 
was so as to minimise systematic typing errors.
6.20 Analysis
First descriptive statistics of the data were generated in order to create a sample 
profile. Secondly, correlation analysis was undertaken to get to the heart of the 
research question and to assess the factors that had a bearing on the visitor 
satisfaction with both the overall visit at Ollantaytambo and with the tour guide 
they had at the site. Sample splits were created and t-tests were undertaken to assess 
if there were significant differences between the different groups within the sample. 
Finally, sign analysis was undertaken between the whole sample's importance 
rating of the competencies necessary for any guide to have and their satisfaction 
rating of the competencies of their tour guide at Ollantaytambo. This comparative 
analysis was undertaken to assess the width of the service gap between the samples' 
expectations of tour guides in general and their experience of the tour guide at the 
site in this particular study.
6.21 Conclusion
This chapter has outlined the research journey undertaken from initial proposal to 
the development of the research strategy devised for Phase I and Phase II of the 
study. The steps involved in developing and implementing each Phase of the study 
have been outlined. Explorations of the limitations of the strategy design are offered 
for both phases. The research instruments for both Phase I and Phase II were 
presented and in the case of Phase II the choice of research variables was discussed. 
The chapter offers a rationale for the scaling decisions that were taken for the Phase 
II research instrument. The analysis techniques used on the data collected in Phase 
II are outlined. The following chapters presents the findings for both Phase I and 
Phase II of the study, respectively.
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Chapter 7 
Phase I Findings
7.1 Introduction
This chapter discusses and analyses the findings of Phase 1 of the study which 
involved interviews with key members of the tourism and archaeology 
communities in Peru. These findings are presented in two main sections. The first 
section deals with the responses from the world of archaeology and the second with 
the responses from the tourism world. Within this last section, the findings are split 
into the responses from the public and private sectors of tourism activity. Finally, a 
summary of the key points emerging from each section of the questionnaire is 
provided. An analysis of the key consensus and conflict points from Phase I and 
how these informed the development of Phase 11 is also provided. Figure 7.1 below 
shows a copy of the research instrument for ease of reference, although Appendix D 
also contains a copy.
Section A
Q1
Q2
Q3a
Q3b
Q3c
Q4
Section B
Q5
Q6
Q7
Section C
Q8
Q9
QIO
Q l l
Predisposition tow ards Integration
(opinions, evidence of co-operation between bodies, dialogue etc;)
W hat im portance does tourism have for archaeology in this country?
W hat im portance does archaeology have for tourism  in this country?
D oes tourism  create benefits for archaeology and vice-versa?
D oes tourism  create problem s for archaeology and vice-versa?
If so, w hat solutions do you envisage and propose?
Should the tourism  industry encourage the use of archaeology sites as attractions 
and should the discipline do the same?
Integration Indicators
(existing structures, funding for interpretation)
W hat forms of integration exist betw een the tourism  industry and the discipline of 
archaeology in Peru, w ith  particular reference to this city/region?
(Examples m ight be conference planning between the appropriate bodies, regular meetings, 
training initiatives fo r  interpretation for conservation)
At the archaeological sites visited by tourists, w hat types of interpretation of the 
history and culture of the place are m ost frequently used?
W hat m ethods of interpretation do you  think best facilitate a good  visitor 
managem ent?
Training and Development o f Guides
(in order to improve the communication between the tourism  industry and the 
discipline o f archaeology).
W hat role do you think that the guide has at archaeological sites that have becom e  
tourist attractions?
W hat benefits and problem s (if any) do you  think that the guide can create at 
archaeological sites to tourists?
H ow  can guides be trained so that the best possible visitor m anagem ent is achieved  
at archaeological sites visitor understanding is deepened?
H ow  do you v iew  the desire of the people w ho live near or around archaeological 
sites to participate?
Figure 7.1: Research In stru m en t fo r  Phase I o f the S tu d y  fo r  In terv iew in g  K ey M em bers o f  the
Archaeological and T ourism  C om m unities a t N ational, R egional and Local Level in Peru.
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The overall findings, from both phases of the research, are analysed in Chapters 9 
and 10 where the discussion leads to conclusions and recommendations.
7.1.1 Responses from Interviews with Key Members from the Peruvian 
Archaeology Community
Neither at the national level at the Instituto Nacional de Cultura (INC) in Lima nor 
at the local level in Raqchi was it was possible to obtain the opinions of any 
representative of archaeology. Both levels declined the opportunity to be 
interviewed despite various attempts on the researcher's behalf. However, such an 
interview was possible at the regional level with a representative of the INC in 
Cusco. This was supplemented by an interview with an independent archaeologist 
in Cusco, which also shed light on some of the key issues.
The responses to Section A (Predisposition towards Integration) from the regional level 
of the INC revealed that while tourism and archaeology were viewed as sharing a 
natural connection, the lack of planning in tourism was highlighted as a problem for 
archaeology. This was emphasised as a particular problem because the sites in 
Cusco are subject to excessive visitor pressure. While the Cusco INC respondent 
identified a relationship between tourism and archaeology as inevitable, it was 
acknowledged that lack of established safe limits to visitation levels was a problem 
that tourism created for archaeology. The respondent said however, 'I f  tourism were 
undertaken in an appropriate manner, I don't think it would present a problem.' The 
respondent flagged up a lack of relevant regulation as a problem facing the 
country's attempt to safeguard its national heritage. The respondent also pointed 
out that it is the unregulated excesses of the private sector and market forces that 
are making tourism a problem. While the INC has the authority to create 
safeguarding regulations at the regional level, it appeared that the organization felt 
powerless to set limits on the tourism demand.
The responses to Section A from the independent archaeologist at the regional level, 
revealed a similar viewpoint. In response to Question 1, the respondent said, 'They 
are very much connected to each other ... Tourism helps to highlight the value o f an 
archaeological site and at the same time the more tourists we have at a site, the more we are 
able to undertake research.' While the respondent explained that archaeology has a lot 
of importance for tourism, both respondents felt that despite the challenges and 
problems in the relationship between tourism and archaeology, it was still 
important to encourage tourism at sites, although acceptable limits of operation 
needed to be established. The INC regional respondent felt that established 
interpretation routes should be offered visitors as well as guided tours. Both felt that 
tourism offers archaeology the opportunity to reach out to a non-specialist audience 
and provides the benefit of funds for excavation.
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In response to the questions in Section B, {Integration Indicators), the independent 
archaeologist explained that many conferences and workshops had been held in 
Cusco to this end, though did not cite specific examples. In fact, the responses 
pointed more to division. The respondent said, 'There is a bit o f competition between 
the archaeologists and the guides. The guides say what they know but sometimes the 
archaeologists think that the guides should be better informed. They say, 'they are taking 
away our work,' as the archaeologists believe they ought to be doing the guiding. We the 
archaeologists should do the guiding because we know more about what we are talking 
about... Yet, the guides say it is their domain'. The respondent explained that several 
archaeologists have also studied tourism because there is more work in the tourism 
field, (in guiding jobs, in travel agencies) and some even open their own travel 
agencies.
The respondent from the INC in Section B expressed regret at the lack of formal 
integration between the sectors, but also noted that links do exist, although these are 
on ad hoc basis. The respondent explained that the level of integration depended on 
who was responsible for the relevant organizations, implying that the culture as 
much as the structure of the institutions plays an important role in determining 
levels of inter-organizational relations. Both respondents agreed that guides provide 
the overwhelming majority of interpretation to the region's attractions. The 
independent archaeologist highlighted the need to improve the quality of the 
training the guides receive, but suggested that the source of the problem lay with 
the universities who do not have enough specialist staff to deliver the required level 
of training. The respondent said, "The tourists want to know the true story, and so the 
guides need to be more precise and up-to-date in their knowledge.'
The respondent from the INC also expressed the view that the current levels of 
interpretation were basic and needed to be up-dated and that over the last two years 
the INC had worked on this as a project. The key aims of this project were to create 
better visitor flow at sites and thereby to provide a better visitor experience. 
Another aim was to provide appropriate information about the sites so that the 
visitors can access information independently of the tour guide. To this end, the 
INC has been working on the refurbishment of the Machu Picchu on-site museum. 
The Tourist Official Pass would cover entrance to such new developments. 
Similarly, the independent archaeologist recommended that interpretation at sites 
needs to be provided and updated so that visitors not accompanied by guides might 
be able to access relevant information in situ.
The key point made on the question of improving visitor management at sites from 
this respondent, focused however, on the improvement of training for tour guides, 
which would have an impact on the visitors' experience. The INC respondent 
echoed similar sentiments, focusing mainly on the need for what he termed, 'ofpcial 
versions' in order that the interpretation of the sites is not left to the whims of the 
tour operator and the guides. In recent time, many books have been published in 
Peru on the meaning of archaeological sites, particularly the most well-known ones 
such as Machu Picchu. These books are largely of an esoteric nature which is a trend 
reflected in tourism demand for jungle trips to witness shamanic rituals, the
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respondent expressed the need to distinguish between speculation and the official 
archaeological record. ‘We need to define where the points of academic consensus are and 
where the points o f speculation are. It is an obligation o f the INC to facilitate methods of 
educational interpretation about how we conserve what is under our jurisdiction.'
In response to Section C (Training & Development for Guides,) the INC regional 
respondent and the independent archaeologist revealed similar opinions; that the 
guide's role is of paramount importance at archaeological sites from a conversation 
viewpoint. The INC respondent highlighted the potential for the guide to influence 
visitor behaviour so that it is less destructive and more constructive and stressed 
this is an area for development. The respondent said, 'Sometimes the street vendors get 
into a site and i f  a guide allows this, it is a kind of encouragement. This is probably because 
the guide has not received appropriate training. The guiding sector feels a bit privileged, a bit 
above the rest o f u s ...'
On the benefit of having tour guides at sites, the INC regional respondent spoke of 
the custodian role that unfurls from well-trained guides which allows the INC to 
have confidence that protection is occurring on the ground. In this light, the tour 
guide emerges as the front-line customer-contact role that is vital in integrated 
heritage management. The respondent expressed one of the benefits of a well- 
trained guide is that they can help in achieving the conservation message, 'The guide 
should be our ally', the respondent said. However, at the same time the respondent 
explained that there are limited funds allocated to the interpretation of the 
archaeological sites. The majority of the INC funding is still spent on maintenance 
and restoration work at sites. The need for training organizations to focus on 
developing key versions of interpretation was stated by the respondent as 
fundamental for guiding to maintain its credibility. There were no comments made 
by the respondent about the possible role the INC could play in the development of 
officially verified interpretation by liaising with guide training organizations.
Different opinions emerged from the two regional respondents over the issue of 
indigenous people local to sites participating as tour guides. The INC respondent 
admitted that with hindsight, the institute's previous policies of separating the local 
community from the site were somewhat extreme. The desire for local people to 
participate was understood by the respondent though this participation needed to 
be planned and appropriate. The independent archaeologist suggested that the key 
reason communities local to archaeological sites wanted to participate in the tourism 
arriving on their doorstep was for economic reasons. The respondent expressed the 
fear that, 'The locals might not be too worried about whether the tourists protect or destroy 
the sites.' On the other hand, the respondent said while there were no formal 
opportunities for the locals many of them had informed themselves about the 
history of the site from their ancestors and were working as guides. The INC, the 
respondent explained, has discouraged many local communities from setting up 
small hostels in their homes near sites for fear that the character of the place will 
suffer unacceptable levels of change. The respondent expressed the concern that 
such construction would alter the look and feel of the place, thereby detracting 
future visitors because of a lack of authenticity. 'I f  a hostel is to be set up, they maintain
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it should be further away from  the site, because the INC fears that the tourist will lose 
interest i f  they see that the community is not maintaining its traditions.' The respondent 
also explained that despite the important scene setting and ambience of authenticity 
that the local people supply at sites, no revenue collected by the INC at Raqchi, for 
example, is reinvested into the community by the organization.
7.1.2 Responses from Interviews with Key Members of the Peruvian Tourism
Community (Public Sector)
At national level, the opinions from a senior minister at the Ministerio de Industria, 
Turismo, Integracion y Negaciones Comerciales Intemacionales (MITINCI) 
organization in Lima were gathered in interviews. Unfortunately due to technical 
problems, this interview failed to be recorded and so no quotes are available to 
highlight this work. Handwritten notes however were taken to compensate and the 
content analysis of this interview was possible.
The respondent's answers to Section A, (Predisposition toward Integration), revealed 
understanding of the mutual dependency between tourism and archaeology and an 
inclination towards better inter-organizational integration. The benefits and costs of 
heritage tourism at archaeological sites were well understood by the respondent 
and improved tourism planning was recommended as the way forward to 
overcome the problems tourism created. The need for carrying capacities to be set 
and the need for improved training for all those involved in tourism were cited as 
specific areas for development. While the respondent believed that tourism should 
continue to be encouraged at archaeological sites, the respondent expressed the 
view that the high level of centralization of MITINCI and the other organizations 
linked to tourism made collaboration on the ground difficult to manage.
In response to Section B, {Integration Indicators), the respondent explained that 
currently there were projects in the pipe-line which would provide indicators of 
inter-organizational integration, though at the time of the interview these were not 
currently in operation. In response to the types of interpretation currently available 
at sites, the respondent explained that tour guides from the private sector provided 
the majority of the supply, but that the INC provided some panels and maps on-site, 
along with any on-site museums. In response to Question 6 (What methods of 
interpretation do you think best facilitate good visitor management?), the respondent 
suggested that the quality of interpretation in general needed to be improved 
throughout the country. The need to move toward more modem methods of 
interpretation was suggested with the incorporation of technology-based methods 
such as audio-guides and video-loops explaining the history and culture of each 
site. The key benefit of this type of interpretation, the respondent explained, was the 
standardization of the information given to visitors. One of the key problems 
identified by the respondent was the variability of the quality of tour guides 
working at archaeological sites.
In response to Section C (Training & Development fo r Guides,) the respondent 
expressed that tour guides have a central role at archaeological attractions, though 
some guides have abused this positional power. The need for the guide to be an
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example to their tour party and to encourage positive visitor behaviour at sites was 
not always upheld, according to the respondent. Moreover, the need to deliver 
quality, up-dated information about the site was another area in need of 
improvement amongst the body of guides in Peru. On the positive side however, 
the respondent expressed the view that key benefits of well-trained tour guides are 
the fact that the human factor involved allows for interaction and dialogue between 
guide and visitor and it allows for the ancient sites to come to life. For these benefits 
to flow from the use of tour guides, appropriate and thorough training is needed 
along with the registration of official guides and the monitoring of guide 
performance. The respondent suggested that such initiatives needed to be jointly 
developed between the public sector and the private sector, in order to ensure the 
delivery of quality.
The respondent thought that while it was understandable for communities local to 
the archaeological sites to want to participate in the tourism developing on their 
doorstep, it would be difficult to develop local tour guides to the same level of the 
official tour guides. The lower education levels in the rural areas of the country 
would pose a constraint to this type of development, though the respondent 
suggested that the local guides could provide legends and myths about the place, if 
not 'hard archaeological insights'. The respondent expressed the importance of 
including the local community in tourism development and explained that 
MITINCI in conjunction with the Direccion Regional de Industria, Turismo, Integration, 
y  Negociaciones Intemacionales (DRITINCI), runs workshop projects to help the arts 
and crafts development in the rural areas. These projects aim to stimulate traditional 
customs while improving participants' business skills. Ceramic and textile artists are 
targeted to help them establish regular suppliers in the souvenir trade.
At national level an interview with a senior Minister of Strategy at PromPeru 
highlighted an interesting viewpoint. He expressed that while archaeology was vital 
for tourism in Peru, he suggested that tourism could not yet be considered vital for 
archaeology. He stated that tourism was currently creating major conflicts. The 
reason the respondent gave for this was the centralized structure of the INC and its 
allocation of funding. The respondent said, 'One o f the big motivants for visiting Peru is 
to see the archaeological past and the history ...In  terms o f what is charged to visit the sites 
however this money does not necessarily go back into site improvements or investments for  
the place.' The respondent gave an example using Machu Picchu, which generates 
about a million dollars a year in admission revenue, and yet its yearly budget from 
Lima is in the region of 50,000 dollars. The respondent noted that in the year 1999 a 
new law had been passed which will oblige the INC to return at least 60% of the 
revenue that each site generates. With this new law coming into effect, the 
respondent hopes that the money will enable each site to have improved visitor 
management, refurbished and up-dated on-site museums and interpretation for 
visitors. He hoped that eventually tourism and archaeology could be mutually 
important for one another.
According to the respondent, the key problems that tourism causes archaeology 
centre on the degradation of sites due to the lack of limit setting and management.
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However, although negative visitor behaviour at sites (climbing on walls, taking 
parts of the wall away with them) is as a direct impact on the state of the site, the 
respondent expressed that the main source of degradation comes from government, 
as there needs to be regulation in place to avoid the worst excesses. The re­
enactment of the festival of Inti Raymi celebrated on the June solstice each year 
takes place at the site of Saqsaywaman and the respondent cited the structural 
damage done to the stones as an example of lack of control. Scaffolding is erected on 
the stones on to which seating is mounted for visitors to see the festival of song and 
dance.
One of the solutions to the lack of control of tourism development put forward by 
the respondent was the need for training those responsible for the planning of 
tourism. This need was linked to the lack of integration between the organizations 
involved directly or indirectly with tourism development. The lack of information 
available to visitors about the rules for undertaking the Inca Trail trek (when it is 
safe to set up a fire, how to dispose of rubbish) is cited as an example of laissez-faire 
management that allows visitors carte-blanche for any type of behaviour. The key 
solution is to train and then organise tourism so that it can benefit the country, 
particularly the poorest areas, thereby making tourism a true development option.
In response to Section B {Indicators of Integration), the respondent expressed the view 
that there was no evidence of integration between the relevant organizations 
involved in tourism, though he thought that such integration was due to happen 
later in the year. Despite this, however, he said, 'M any people in the INC still see 
tourism as a destructive activity which can destroy the archaeological monuments and that 
tourism creates nothing for them, but this attitude prevails because tourism is poorly 
managed.' The respondent explained there are problems with tour guides in Peru as 
the sole form of interpretation. The need for more formal and official versions of 
history to prevail in the training and development of guides was mentioned by the 
respondent. He said, 'A s an archaeologist myself, when I hear the explanations that are 
given at Machu Picchu, sometimes it is rather worrying. Increasingly, it seems that the 
versions given to visitors are getting more distorted and what is most popular are the 
esoteric and mysterious interpretations of the site than the reality o f the place.'
The respondent cited the need for improved training vis-à-vis diplomacy for the tour 
guides. One particular example of the role of the tour guide as ambassador was the 
problem of tour guides recounting one-sided versions of the conquest of the Incas 
by the Spanish. Complaints have been logged by the Spanish market stating that 
they feel unwelcome and unnecessarily embarrassed by accounts of the 
conquistadores' worst excesses. The respondent expressed was an example of poor 
diplomatic skills on behalf of poorly trained guides.
Another issue highlighted was the limited range of Peru's pre-Columbian cultures 
that receive interpretive attention. The respondent said, 'The image we export o f Peru 
is primarily that of our Inca heritage, as that has so much popularity but it is not the only 
thing we have to offer ... the pre-Inca history is also important and that is coming out bit by 
bit now and is o f interest to the visitors, particular those with a deeper understanding of
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archaeology and Peruvian history.' The respondent stated that a way forward to 
develop both the range of products available and the archaeological excavations 
was for Peru to invite overseas archaeologists who are experts in Peru to work on 
the sites. He cited Anne Kendall's of the Institute of Archaeology at UCL, London as 
one such successful project. Such projects would allow Peru to gain technical 
expertise as well as external funding for excavations.
In response to Section C {Training & Development o f Guides), the respondent from 
PromPeru expressed the need for guides to receive deeper and more appropriate 
training, perhaps not from a university conferring degrees in tourism or 
archaeology but from a Tour Guide Institute specializing in the profession. Such an 
organization exists in Peru, but only in Lima and its graduates are banned from 
guiding in Cusco by the city's tour guide associations. The respondent considered 
this protectionism as a lost of opportunity to disseminate models of good practice 
across the country. The respondent expressed how tour guides need to distinguish 
between the archaeological record and speculative esoteric readings of the sites in 
order to establish their authority and authenticity as professionals. The respondent 
suggested incorporating modem interpretative practices where appropriate, such as 
the use of audio-guides and on-site museums.
The respondent made the distinction between the term professional and what 
actually constitutes a professional attitude. Embedding such 'a professional attitude' 
into the training may make tour guides less likely to fabricate stories and more 
likely to research and update their skills, though the respondent did not allude to 
on-going professional development or evaluation programmes to motivate the tour 
guide community post-graduation. The key problems cited by the respondent vis-à- 
vis the tour guides were lack of knowledge, misuse of the conservation message, 
irresponsible guiding and poor foreign language skills. All these issues have 
negatively impact on visitor satisfaction. The need to register officially trained 
guides was expressed by the respondent in order to ensure quality delivery, and 
this was a project in the pipeline.
The respondent then highlighted a key issue about the different roles of tour guides 
in the developing and developed world. The respondent said, 'The concept of the 
guide that we have in South America is the one that was around in Europe sixty years ago 
but values have changed. You cannot keep on creating guides to undertake "sightseeing 
tours" like you do for London for the US, when you have a group of visitors who are here to 
do the trek on the Inca Trail, that training won't help you in the lea st... The problem of the 
tour guides is the same the world over, the concept of the guide has not changed - the 
Cicerone tour guide who will show you a city or a museum. The guide needs to be someone 
who has much more general knowledge and understanding ... The European traveller is no 
longer someone who will say to a travel agent, I have three weeks and a thousand dollars, 
what shall I see? There are bigger questions on his mind about pollution, human rights 
issues and in this new context, the guide can't say, I don't know to his various questions. 
Training for guides needs to highlight how their role means that they will straddle 
the disparate worlds of the modem and the post-modem.
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The communication gaps that can occur when a tourist and a guide are from very 
different world regions need to be anticipated in the guide's training. One of the 
ways to attempt to bridge these gaps is awareness development through training. In 
response to the need for local communities to be able to participate more fully in 
tourism development, the respondent suggested that it is essential for integrated 
tourism planning. However it needs to be part of an ongoing development plan in 
order to ensure long-term success. At the regional level, still within the public sector 
of tourism development and planning, two interviews were secured with 
respondents from the DITRINCI at Cusco. Unfortunately, one of the tapes 
containing the interview with a senior Minister was lost on return from the 
fieldwork. However, in order to provide the findings, recourse was made to the 
handwritten notes taken during the interview. The other interview was also 
undertaken with a Senior Minister in Tourism Services.
In the responses to Section A (Predisposition to Integration), the respondent focused 
on the fact that archaeology provides objective and scientific evidence on which 
tourism can attract visitors to visit and learn about the sites. According to the 
respondent, 'The INC receives most of its income because of tourism activity and this is 
reinvested in conservation work at the sites.' The key problems cited by the respondent 
that exist for archaeologists in Peru are not so much the visitors, but the looters who 
have plundered many sites. He said that artefacts of uncalculated value have been 
stolen from their context and constitute heritage lost forever. Therefore, the 
respondent suggested that there is an urgent need for greater education of the value 
of the national heritage to prevail within the whole country. While visitor pressure 
at certain sites is be a problem, there are greater problems with security because of 
looting at sites.
In response to Section B {Integration Indicators), the respondent said that several 
measures are already in place. The construction of the hotel at Machu Picchu was 
cited as an error of judgement made over thirty years ago precisely because the INC 
did not exist at that time. Improvements to current interpretation provision 
suggested by the respondent included the use of pre-visit orientation audio-visual 
shows. The preparation of the visitor in this way would allow questions and ideas 
to be sparked before the visit to the sites and this may encourage greater dialogue 
with the tour guide once on the site tour. The pre-visit preparation may result in 
greater post-visit satisfaction and understanding of what has been visited.
In response to Section C {Training & Development o f Guides) the respondent explained 
that the tour guides working in Cusco have spent a lot of effort ensuring that their 
commentary is correct and as near the official versions of the archaeological sites as 
possible. The respondent said that because the veracity of the information imparted 
was so important, ‘We have even had to take some o f the guides out of the tourist circuit 
with quite forceful measures when we learnt that information was being tampered with.' 
The respondent expressed that the key benefits of a tour guide as interpreter of 
archaeological sites, focused on the good example they can give to the visitors about 
appropriate mindful behaviour. The tour guide becomes a type of custodian and 
steward who can affect and influence visitor behaviour. Also some guides who are
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archaeologists have written their own guidebooks and thereby made their 
interpretation accessible. The key disadvantage of using a tour guide cited by the 
respondent was the lack of protection that irresponsible guiding can bring to sites.
In response to the questions on how training and development of tour guides could 
be improved, the respondent expressed the need for different levels of 
interpretation to be available so that guides can adapt the depth of information to 
the interest and educational levels of the visitors. In response to the final question 
on the participation of the local community, the respondent cited Ollantaytambo as 
an example. He said, 'The people there have got quite involved in tourism and with the 
conservation of the monument. The campesinos have requested training for their children 
and for themselves so that they can be site guides. They claim that they know more about the 
place than the official guides because they were born there and the information about it has 
been passed down from  fathers to sons. They claim that this is more correct than research. 
This is debatable, because they can be very folklore-centred and far from the scientific 
information but still valid because it allows the visitor to have contact with someone from the 
locality, which is also important. In Ollantaytambo life as it was lived in Inca times 
continues, and they are aware of this and so they want to keep on offering this as an 
attraction in its own right. '
The respondent also noted that there have been projects run by the Ministry with 
the aim of including the community, mainly that of 'Community Tourism'. This 
project aims to allow visitors to participate in the campesino way of life by getting 
involved either in agricultural work or in shepherding flock. The campesinos are 
allowed to offer their services as crafts people or in preparing and selling food for 
visitors. This project has just begun and has been implemented in Ollantaytambo as 
the community there has requested greater participation in tourism development. It 
has been a joint project run by an NCO and by the Ministry of Tourism. Its own 
committee has represented the community in Ollantaytambo. The Ministry has 
supplied the academic part of the project while the organization on the ground has 
been supervised by the NCO and implemented by the committee. It has yet to be 
seen how this project will develop.
There were no respondents from the public sector of the tourism industry 
interviewed at local level. The following section deals with the findings of the 
private sector of the tourism industry.
7.1.3 Responses from Interviews with Key Members of the Peruvian Tourism 
Community (private sector)
At national level an interview with a private university in Lima was undertaken. A 
senior lecturer in postgraduate programmes was interviewed at the St. Martin de 
Forres University, which thirty years ago was the first university to award tourism 
degrees. In response to Section A (Predisposition towards Integration) the respondent 
expressed that while there was an inextricable and inevitable relationship between 
tourism and archaeology, particularly in a country like Peru, there was sadly little 
inclination to practice co-ordination between the relevant organizations. The key 
reason for this lack of formal acknowledgment of the interdependent nature of
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heritage tourism and archaeology was cited as the developing nature of Peru as a 
country. The cost of this lack of inclination was beginning to show over the last ten 
years in particular, and as such, lately new moves towards working together have 
become evident. Given the inevitability of the mutual connection, the respondent 
expressed hope that there would be greater co-operation in the medium-term.
In response to Section B (Indicators of Integration), the respondent expressed the need 
for a mix of methods for interpreting the archaeology of the country. While well- 
trained tour guides were an essential part of the supply, new levels of collaboration 
between key bodies could result in revealing best interpretive practice. On the topic 
of well-trained guides, the respondent expressed the problems of there being two 
main routes to becoming an official guide in Peru. The respondent alluded to a new 
development on behalf of the Ministry of Tourism to improve the quality of tour 
guides. Visitor satisfaction surveys in Peru have revealed greater levels of 
satisfaction from visitors guided by guides trained at colleges and not at 
universities. The training at colleges for guides is more specific to the tasks needed 
in the job of being a tour guide, (history, art, and archaeology), but also it provides 
the skills needed to work with visitors such as foreign languages, tour 
administration, and group dynamics management. The university graduates, 
according to the respondent have realized that their training as archaeologists, with 
a few courses on guiding, does not put them in a strong position and as such 
ColiTur (The Association of Tourism Graduates) has up-dated their training with 
workshops and short-courses on the important people-skills.
In response to Section C, the respondent repeated the need for better and more 
appropriate training for guides, though the benefits of a tour guide as interpreter at 
sites were considered as many-fold. The fact that visitors can interact with a Tive' 
interpreter was the key benefit cited by the respondent. He said, 'That is why it is so 
important that the guides not only have an academic training, but one that is undertaken in 
the field, as this makes such a difference to the service'. A  major issue was the need for 
greater professionalism from guides, which for the respondent meant, 
'... active participation, respect, and protection for the attractions as they are his livelihood. 
The guide needs to transmit experience, optimism, and to get the message across to the 
visitor so that they go azuay thinking it's wonderful what I have learnt about this culture. 
The respondent differentiated interpretation from imparting information, 
emphasising the shaping and pacing of information to spark visitor curiosity as 
hallmarks of professional guiding. On the topic of training, the respondent said, 'The 
guide is a person who shows the world to the visitor and who learns from  the world and that 
is a noble activity.'
In response to the issue of local people becoming more involved in tourism, the 
respondent expressed the view this was important but that relevant preparation, 
particularly for the development of guides, was essential. The respondent said, 'It is 
best i f  the local people become professionals in their own right, get a diploma in guiding and 
learn to handle the information they have about the place they were brought up in. Can you 
imagine that a local person enters into the site and tells a visitor a few  things they have 
learnt about the place that they have picked up from the official guides but adds outrageous
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things such as that the stones were made by magic or that magic leaves were transformed 
into stones. This type o f information is not acceptable and that is the risk at p resen t... There 
needs to be an official set of versions o f the archaeological truth accessible to these people, we 
need to teach them what and how to transmit the information.' The respondent concluded 
by expressing that while it is important to include the local community, it is also 
vital that they be trained to achieve professional levels of operation in their chosen 
field of activity. The respondent expressed the fear that if the tourism industry 
suggests that anyone can become a guide, the profession will lose credibility and the 
information received by visitors about the country will suffer many adaptations and 
veracity will be sacrificed.
At regional level a university lecturer in tourism studies was interviewed, from the 
private Universidad del Cusco. In response to Section A, this respondent considered 
that tourism and archaeology share an inextricable link and that tourism is 
beneficial to Peruvian archaeology as the revenue from it makes it possible for 
excavation and research work to be financed. However the respondent also noted 
the drawbacks of tourism for archaeology; the impacts of unplanned, unmonitored 
tourism as well as negative visitor behaviour at sites causing irreversible damage. 
This was highlighted as a particular issue with the domestic visitors to sites. One of 
the solutions proposed by the respondent for improved visitor behaviour was the 
use of education programmes within Peru to enable the population to deepen 
awareness and educate them on the value of the sites. The respondent said, 
'Archaeology is a source o f cultural information which can enlighten human beings. It 
allows us to access important knowledge about the cultural luggage which our ancestors 
have left us as an inheritance and that we should recover and understand what those 
cultures developed.' The respondent suggested that courses in understanding the 
value of the cultural heritage be run across the country in order to foster change of 
attitude. The need for attitudes to change was highlighted as a key to finding a 
solution to the problem of looters of archaeological sites. The respondent expressed, 
'These courses should run in mother and baby associations, for the shoe-shiners, for medical 
students . . . w e  need to make sure we inform the whole population and ensure that a greater 
awareness of the cultural heritage is achieved.'
Cusco's archaeological sites suffered from severe looting up until a few years ago. 
The respondent said, 'The sites become quarries where people would turn up with their 
lorry and take stones home in order to make the foundations fo r homes ...' The other key 
problem at sites cited by the respondent was the damage caused by a lack of limit 
setting for tourism. The lack of carrying capacity measurement means that the sites 
are being put under pressure. The respondent lamented the government's move 
toward the generation of more tourist arrivals year on year, which reveals a lack of 
understanding of the issues on the ground. The over-crowding on the Inca Trail to 
Machu Picchu was cited by the respondent as an example of the lack of strategic 
vision by the INC. The respondent revealed understanding of the visitor 
management element that interpretation can provide. In response to Section B, the 
respondent expressed enthusiasm that the last couple of years had seen the first 
attempts of integration between the organizations involved in heritage tourism 
development. The respondent said, 'It's a big step forward. They seem to understand
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that tourism is a source o f economic gain, which allows archaeology to maintain site 
conservation and to excavate and present new sites o f interest. There is a new project being 
undertaken between at COPESCO and the INC at a pre-Inca site.' The respondent felt 
that the type of interpretation currently used was too basic and this was due to lack 
of financial resources to assess what changes were needed in supply. The 
respondent went on to say, 'W e also need to make more progress on the tour guiding 
quality. We need interpreters who provide scientific and universal quality. We need less 
speculation and more knowledge. There is too much contradiction between different tour 
guides operating in Cusco and one visitor can after their stay here have learnt several 
different versions o f the same site which contradict one another completely. This presents us 
with a problem. We need to standardize the information we provide. We need the work of the 
archaeologists, the ethno-archaeologists, the anthropologists and the ethno-anthropologists. 
W ithout this working together, the guide is likely to guide in his own way, making up what 
the sites could have been made for in the first place.'
In response to Question 6 (What methods do you think facilitate good visitor 
management?) the respondent suggested that the use of visitor centres was a good 
way of disseminating information, though the use of a qualified interpreter guide at 
the site for tours was also recommended, especially if that guide works at the site 
exclusively and has in-depth knowledge of the place. The respondent however then 
suggested that local guides per se are not always adequately informed to undertake 
this role, ' I f  you go to Machu Picchu or Ollantaytambo there are local guides who are 
residents there offering their services to give you information about the place, but this is not 
adequately organized ... Some of them are trained at university but most are not and are 
'informal' guides. ColiTur (The Association o f Tourism Graduates), has set up its own badge 
and logo so that tourists can distinguish between those who are licensed guides and not but 
very few  guides bother wearing it so that system cannot work.'
In response to Section C, the respondent suggested that the guide is a cultural 
ambassador who brings the visited places to life and a guide brings the benefits of 
making dialogue between visitor and site possible via their skill and the way 
knowledge is imparted to the group. The respondent said, "The presence o f a human 
being is very important, but only when the guide knows how to get across the knowledge and 
information. Otherwise the tour will be hard work and the tourist will lose interest, he will 
end up ju st preferring to take photographs instead o f listening to the guide ... The guide is 
there to guide ... Those who make up any old thing ruin the tourists experience and ruin the 
day trip.' The respondent suggested that the training of the guides should develop 
communication skills in order for the focus to be on the visitor as part of the 
dialogue, rather than a receptacle for knowledge. The need for appropriate 
methodologies for training and developing guides was recommended as so much 
depends on the quality of guiding. The respondent said, ' I f  the guide does not satisfy 
the expectations of the visitors, we have lost because this creates a negative impression and 
affects word-of-mouth marketing.' In summary, the respondent believed the 
participation of communities' local to archaeological sites was key in the 
development of integrated and sustainable tourism practice. The challenge 
highlighted was for local communities to participate with tourism while 
maintaining their own cultural identities.
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Also at regional level a senior member of the Cusco Association of Travel Agencies 
was interviewed. In response to Section A, (Predispostion to Integration), the 
respondent stated that the relationship between tourism and archaeology was 
mutually beneficial. The respondent said, 'Tourism allows archaeological sites to be 
displayed to the world like a window shop showing off the true value o f the collection, like a 
distribution system. On the other hand, tourism brings economic benefits to archaeology. 
Which allows for much-needed work to be undertaken at the sites. The INC uses the revenue 
from  the Tourist Pass to fund  the work needed in the Cusco region.' However the 
respondent noted that the large numbers of tourists at archaeological sites did 
present a threat to the fabric of the place and would create negative impacts over 
time. For this reason, the need to manage visitor flows and plan tourism was stated 
as imperative. Despite this, the respondent said that it was important to develop 
heritage tourism at archaeological sites as otherwise, 'it is difficult for people to value, 
to appreciate, respect and love' the places. The respondent alluded to the virtuous circle 
of contact leading to understanding, which leads visitors to support the 
conservation of heritage.
In response to Section B, (Indicators of Integration), the respondent suggested that the 
type of inter-organizational interaction that exists between the institutions involved 
in tourism was more an economic rather than a scientific link. The INC, it was 
suggested, keeps most of the research findings about sites to itself and it does not 
disseminate new information about sites unless specifically asked. The lack of good 
museums in the Cusco region was used as an example of this lack of integration 
between the bodies involved in archaeology and tourism. With regard to the current 
types of interpretation in the area, the respondent suggested that 40% of the 
information given out to visitors (on history, folklore, archaeology) is correct while 
the remaining 60% of information is left to the imagination of the guides. The 
problem, according to the respondent, was linked to guide training even that 
received by the officially licensed and university graduates. The university 
curriculum offers basic history courses but there is a lack practical application of 
theory through fieldwork. The respondent suggested that while the guides were 
kind and good-natured people who are helpful to the visitors, there was a lack of 
quality information available to them and only a small percentage go out of their 
way to improve on their training. The solution proposed by the respondent was to 
improve the quality of training of tour guides. This needed to be undertaken with 
collaboration and input from both the science and humanities faculties in order to 
produce better consensus on what the sites mean and to establish common 
denominators in interpretation.
The role of the guide was considered to be central to the whole tourism system, 
though other methods of interpretation were believed to be beneficial, even though 
these methods presume a difficult investment for a country such as Peru. The 
respondent said, 'The guide is the ambassador of the culture o f the people o f Peru.' In this 
light, the guide has positional power that allows them also to work in a security 
role, for example dissuading negative visitor behaviour. However, the respondent 
qualified the earlier remark, 'A s Peru is above all a cultural destination, it is important 
that the guide be fu lly  prepared for his role and that he does not improvise. He should be a
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cultured ambassador who gives correct information/ In response to the final question, 
the respondent suggested that the communities local to the archaeological sites have 
been largely marginalized with regard to tourism development. The local guides 
who have emerged have a very small market of tourists with whom to vie for trade, 
as most of the visitors come with their own guide, either from their own country or 
from Lima or Cusco. The main area in which local people participate in tourism is 
through the arts & crafts trade for souvenirs, though the respondent expressed that 
this is not planned adequately.
The respondent recommended that areas such as Machu Picchu, with a population 
of 3,000 inhabitants receive the necessary investment for the development of a 
college. At present there is a huge loss of human resource potential due to lack of 
training opportunities in the local areas. The need for universities to establish 
exchange programmes with Western counterparts specialists in key fields for Peru 
was also discussed, as part of the respondent's suggestion for improving the quality 
of training provision. The respondent also touched on the problem of over-supply of 
tour guides in Cusco city centre.
At regional level, an interview was held with a senior member of ColiTur, a Cusco 
Guiding Association that represents university graduates working in the guiding 
sector. In response to Section A, the respondent suggested that tourism and 
archaeological sites were connected; tourism creates its attractions from the sites 
and these benefit from the funds and attention that tourism generates. Tourism 
allows archaeology to be valued and for the work of past cultures to be known and 
disseminated. Tourism is only of benefit to archaeology, the respondent said, if the 
tourism developed is planned. Otherwise, tourism can damage the spirit of the 
archaeological sites. Another problem that tourism brings to archaeology are the 
many interpretation theories, which the respondent said confuses matters. The key 
to progress, the respondent suggested, lay in working in a multi-disciplinary 
fashion on heritage tourism development. The respondent said, 'The different 
specialists from  archaeology, from  sociology and history all need to sit around the same table 
and come to some agreed consensus on likely conclusions about the sites. The success o f this 
depends to the extent that they want to participate and work together to fin d  common 
ground ... There has been too much division and separation on the meaning o f sites. Some 
professionals prefer to keep their knowledge to themselves, but this rarely helps anything 
progress.'
In response to Section B, the respondent suggested that the presence of museums 
allows visitors to take information in at their own pace and allows for important 
artefacts to be displayed safely which can complement a visit to a site, particularly if 
these are on-site museums. The respondent cited the benefits of pre-visit 
preparation of the visitors by showing them relevant slide shows though he 
admitted the shortage of time on tours could create implementation difficulties. In 
response to Section C, the respondent stated that the role of the guide is important if 
the guide is trained to professional standards. A tour guide as an interpreter at 
archaeological sites can bring benefits, the respondent suggested, as long as there is 
a level of planning and organization about the visit. In response to questions about
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improvements to training for guides, the respondent said, 'One of the most important 
values in tourism is perhaps humility because nobody can own the 'truth ' about a place, and 
when a tour guide talks to his tour party visitors who might be specialists in certain areas, 
well the guide himself is learning from the contribution being made by these professionals. It 
becomes a dialogue.' In response to the question of the participation of the 
community living by an archaeological site, the respondent expressed that this was 
important but also required careful planning. With regard to the development of 
local guides, the respondent expressed that the campesinos would need to be near 
accessible education centres in order to be able to train to a professional standard. If 
the villages and towns are not too far away from the cities, then those interested, the 
respondent suggested, could commute to them as there are free places at all state 
colleges across the country.
Finally at local level, a guide at Raqchi was interviewed. In response to section A 
(Predisposition to Integration), the guide suggested that archaeology was important 
for tourism. He said, 'Each tourist who comes here has an experience and takes away good 
memories.' Yet the guide expressed that tourism did not bring archaeology any 
benefits as although an entrance fee is paid to see the Raqchi site, the money is sent 
to Cusco and does not remain in Raqchi. However, the respondent suggested that 
tourism should be encouraged at archaeological sites, as this will allow for 
community life to improve and for tourists to experience the place. The tour guide 
was not aware of any current integration between the organizations involved in 
planning tourism.
In response to section B, the respondent suggested that the best way of visiting the 
site was with the help of a local guide. In response to section C, the respondent 
expressed that the guide's role is a brilliant opportunity and the most enjoyable part 
of if was the interchange of ideas that comes from contact with the official guides. 
The respondent stated that he leams from them and this motivates him to do more 
research and to ask questions of his ancestors. The respondent expressed the desire 
to study a tour guiding degree. The major constraint to the local guides' training 
and development, the respondent suggested, was the issue of language barriers. The 
respondent said, 'It is much easier for me to give the tour in Quechua than in Spanish. 
What we need help with is language training, especially in English.' Another constraint 
cited by the respondent was the lack of detailed archaeological knowledge. Also, the 
respondent suggested that the local guides required greater support from the INC.
7.2 Summary of Key Points from Phase I Findings
Phase I of the study did not presume or seek to be representative in any way of the 
state of heritage tourism management in Peru. The nature of the research in this 
phase was exploratory and was undertaken in order to assess whether Peru was a 
suitable case study area to test the research question of Phase 11. Phase 1 aimed to 
gather information about the process of integration between archaeology and 
tourism in Peru and it revealed findings of direct relevance to this area of research. 
Notably, as expressed in the preceding section, there was a strong agreement among 
the respondents that integration between tourism and archaeology is the way 
forward, that the role of the guide is central in the interpretation of sites and that
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improvements to training are required. Lastly, there is need to integrate local people 
further in the tourism planning process, though on this point there was less 
maturity and commonality on how to develop this in practice. One of the aims of 
Phase 1 was to explore the role tour guides in Peru play in the overall management 
of archaeological sites that are now key tourist attractions. The section below 
summarizes the questions of the research instrument, (shown in Figure 7.1 and 
Appendix D) and an analysis follows which aims to provide a summary of the key 
consensus and conflict areas revealed by the research of Phase I.
7.2.1 Section A: Inclination towards integration between tourism and archaeology 
bodies: (existing opinion & evidence of current dialogue)
Four questions in this section aimed to establish the interviewees' opinions on the 
following points of view:
• The importance that tourism has for archaeology and vice-versa
• The benefits and problems that tourism has for archaeology and vice-versa
• The solutions to the problems that tourism can cause at archaeological sites
• Whether tourism should encourage the use of archaeological sites and vice- 
versa
The level of inclination towards integration across the whole sample was found to 
be high at national, regional and local level. From the tourism industry respondents, 
it was strongest at the regional level in Cusco. From the archaeology respondents 
this was strongest also in Cusco, though enthusiasm for joint projects seemed more 
muted than that of the tourism-related organisations, though the INC Cusco 
response was equally strong perhaps because the problems at the sites are on its 
doorstep. In general the responses indicated that a shared vision of what the 
tourism development in Peru, 'should look like', existed amongst the majority of the 
respondents. However, few respondents elaborated on how tourism and 
archaeology ought to work together in order to achieve the vision they held in 
mind. There were several references made to the need to 'collaborate' with the
different organizations involved in order for 'sustainable' tourism to flourish. At 
regional level in particular, there was a clear understanding that tourism is an 
important vehicle for economic development but also that a collaborative approach 
was imperative between all the parties involved in heritage tourism for good long­
term results. However, even within this group, differences of opinion as to what 
constituted 'good results' were evident, which reflects the diversity present in any 
community. It is of note that the results summarized here, concur with a study 
undertaken a year before on collaborative planning for tourism in Cusco, (Ladkin & 
Martinez Bertramini, 2002).
7.2.2 Section B: Indicators of integration between tourism and archaeology: 
(funding & existing projects/structures on the ground)
Four questions in this section aimed to seek opinion and establish awareness on the 
following:
• What form existing integration takes in the interviewee's particular location
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• What types of interpretation exists at the sites most visited by tourists
• What types of interpretation facilitate best visitor management at sites
Despite the consensus expressed in response to Section A, which revealed strong 
inclination toward integration, the responses to Section B revealed a lack of existing 
projects and structures in operation. At the time of the fieldwork however, one 
project in development was the Management Unit of the Machu Picchu Master Plan 
which was evidence that collaboration between the necessary parties had taken 
place. The plan is a strategic process, which aims to safeguard the 'jewel in the crown' 
of the region's archaeology. The plan was home of the controversy over the 
possibility of installing a funicular cable car over Machu Picchu site. The Master 
Plan collaboration successfully enabled the project to be abandoned.
Two other measures of collaboration have been achieved in Cusco, although these 
are not directly linked to the heart of the research questions for this study, they offer 
a measure of integration. One measure of inter-organizational integration is the 
municipal initiative in Cusco of the Oficina Ejecutiva del Boleto Turistico (Executive 
Office of the 'Tourist Pass', (see Appendix 1 for a copy of the Tourist Pass) (Ladkin & 
Martinez Bertramini, 2002). The administration of the pass involves three public 
organizations, the INC, the Ministry of Tourism and the Cusco church while the 
Boleto offices manages the sale of the pass which allows visitors access to key tourist 
attractions in and around Cusco. The sites included in the Boleto are nine 
archaeological sites including Ollantaytambo, five Cusco museums, one church and 
the Cusco's cathedral. The Oficina Ejecutiva del Boleto Turistico in Cusco was unable 
to supply visitor arrival statistics for each attraction included in the ticket revealing 
a lack of co-ordination between the head quarters and the regions. Only estimates 
were used to calculate the population and the sample for Phase II as no exact figures 
were available for the site. The Oficina Ejecutiva del Boleto Turistico provides exact 
figures for annual and monthly sales of tickets, though it would be advisable for this 
function to operate at each site for closer management.
The other measure of inter-organizational integration is the public joint body of La 
Comision de Defensa al Turista (Tourist Protection Commission) run by the regional 
tourism authorities. The group co-ordinates tasks related to improving the safety 
and security of tourists and acts in a watchdog capacity for tourism businesses to 
ensure quality standards are delivered to tourists. This is a positive step towards 
consumer protection for tourists purchasing goods and services.
7.2.3 Section C: Training and Development of Guides: (to improve visitor 
experience, site sustainability & destination image)
Four questions in this section aimed to establish the respondents' opinion on the 
following:
• The role of the guide at archaeological sites that are visitor attractions
• The benefits and drawbacks of guides as interpreters of sites
• The best way of organising guides' training for improvements in both visitor 
satisfaction and site management
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• The contribution that local guides, as opposed to trained official guides, can 
make to the visitor experience and to community participation in tourism.
The responses to Section C revealed that there was a common view between the 
archaeology and tourism-related organizations. There was consensus that the guide 
plays a key role in the interpretation of sites. However, the level of actual inter- 
organizational integration was non-existent as far as the development and design of 
training programmes, tour guide curriculum and tour guide code of conduct were 
concerned. In other words, at the time of the research, archaeologists are not 
involved directly with the kind of training and knowledge that guides receive about 
the sites they show to visitors. The INC had no involvement in the creating and 
updating of archaeological information for tour guides. The responses to the issue 
of local guides also revealed a consensus view that indigenous people had a right to 
represent their areas to visitors. However, conflicting points of view were recorded 
as to how this could be undertaken. Some of the 'official' guides interviewed 
expressed how this was a difficulty due to the limited education levels of the rural 
population. Some of the tourism public sector interviewees expressed that local 
people could develop their participation as souvenir sellers and as guides, but when 
asked how these people would access training, the respondents acknowledged that 
this was a problematic operational issue. In summary, the issue of local people 
becoming local guides revealed that while it was a good idea in theory, in practice 
there were perceived obstacles to this development.
7.2.3.1 Summary of Key Constraints Cited by Respondents as Hindrances to Inter-Organizational 
Integration Between Tourism & Archaeology in Peru
Three key constraints were identified across the board in the research of Phase 1 
from national level to local level. First, all the respondents cited that the centralized 
structure of the key public sector organizations, MITINCI and the INC was a key 
issue. Moreover, the INC was cited by most respondents to be an organization 
without interest in collaborating with other relevant organizations. The second key 
constraint to a collaborative approach was linked to the structural issue, namely the 
culture of the public sector organizations, and this was expressed at national and 
regional levels. The problem identified was linked to the top-down structure and 
the lack of dialogue within each individual organization.
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The third constraint raised by most respondents was the lack of regulation of the 
private sector and the exponential growth of small businesses all aiming for the 
same market in Cusco. Organizations from the private and public sectors, and from 
tourism or archaeology backgrounds, suggested that the quality of products and 
services were suffering and as such Cusco's image also was at risk. The over-supply 
of service providers (namely operators and agents), it was suggested by some 
respondents, is a reflection on the lack of leadership toward fulfilling a shared 
vision of the type of tourism needed by Cusco. Linked to the over-supply were the 
issues of fierce competition, the lowering of prices and subsequent poor quality 
service provision. While the public sector was held responsible to some extent for 
not regulating the worst excesses of the market, the private sector was also 
identified as not sufficiently active in setting optimum limits for operation, 
especially given the INC's failure to set a carrying capacity for the Inca Trail.
7.2.4 Lack of Inter-Organizational Integration & Traditional Heritage 
Management
The findings to Phase I reveal a lack of inter-organizational integration, despite the 
fact that most respondents were clear it pointed the way ahead for sustainable 
tourism to develop. Heritage tourism in Peru was clearly, in August 2000, being 
managed in a traditional manner and figure 7.2 overleaf shows the low level of 
integration and the large distance between the archaeology and tourism bodies in 
Peru during Phase I of the research. The diagram represents the lack of inter- 
organizational relationship between the relevant bodies involved in heritage 
tourism development in Cusco. At the top of the diagram is integrated heritage 
management, of which a collaborative approach including all the stakeholders is 
symptomatic. At the bottom of the vertical spectrum is the traditional approach to 
heritage management, which is usually characterised by a lack of collaboration with 
the relevant stakeholders. Since the year 2000, however, as discussed in Chapter 5, it 
is apparent that the relevant bodies have officially expressed greater inclination 
towards inter-organizational integration. Moreover changes to the structure of the 
national body responsible for tourism offer evidence of some understanding of the 
need to work together in order to facilitate improved management of heritage 
tourism in the region.
In developing world regions and particularly where archaeology is involved, 'old 
archaeology' and not 'new archaeology' is likely to prevail. The mind-set of the key 
organizations involved therefore may well be a major part of the problem in that the 
need for collaboration with tourism organizations may not be assumed or even felt. 
In summary, therefore, during 2000-2001, the level of actual and existing inter- 
organizational integration in Peru was largely non-existent. However since the 
creation of MINCETUR in 2002, it is apparent that greater inclination towards inter- 
organizational integration has been expressed in an official forum. This is a positive 
step in Peru's move up the vertical continuum in Figure 7.2 toward a more 
integrated approach to the management of its heritage tourism.
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Figure 7.2: Level o f Inter-Organizational Integration between Tourism & Archaeology in Peru 
revealed by Phase I o f study, A ugust 2000.
7.3 Conclusion
The findings from Phase I of the study revealed Peru to manage its heritage 
resources in a traditional manner, with no real integration existing between the 
tourism and archaeology stakeholders. The interviews revealed awareness from 
both those working in tourism or archaeology that such integration was necessary 
for the overall improvement of tourism development m Peru. However, a shared 
strategic vision of how tourism could be more sustainable was not clear from the 
sample as a whole. The majority of the sample also agreed that the tour guide's role 
was key in the development of integrated heritage tourism. Key issues that were 
raised from the sample centred on the quality, veracity and currency of the 
information tour guides impart to visitors about the archaeological sites. The issue 
of allowing the indigenous population local sites to develop as 'local guides' was 
explored, though specific training and support will be needed for this inclusive 
approach to become a reality. The need for guides to provide greater pmtection to 
the sites was also expressed, though the discussion focused on the importance of 
guide knowledge rather than improving their presentation skills. This finding was 
not surprising as this focus is common in developing regions. Equally, the bridging 
role of the tour guide between the key stakeholders was not a salient issue raise
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amongst the respondents. Finally, while Phase I did not presume, or seek to be 
representative of the state of heritage tourism in Peru, it succeeded in exploring and 
assessing if Cusco would be a suitable case study for Phase II. The following chapter 
presents the findings from Phase II.
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Chapter 8 
Phase II Findings
8.1 Introduction
The results from Phase II of the study are discussed in the sections that follow. 
Figure 8.1 below shows the order in which the results are discussed. First, the 
description of the sample is given in order to build a profile of the visitors 
questioned. Secondly, tests of significance are undertaken to find meaningful 
differences amongst different groups within the sample. Finally, a comparison of 
the sample's importance ranking of tour guide competencies and their satisfaction 
with the competencies of their guide at Ollantaytambo is analysed.
Phase II Findings - Analysis of Self-Completion 
Visitor Questionnaire at Ollantaytambo Site
1. Descriptive Statistics
2. Correlation Analysis
3. Tests for Significance
4. Comparison of Importance Ranking &
Satisfaction with Tour Guide Competencies.
Figure 8.1 : Structure o f the Findings Analysis from Phase II o f the study
The structure for this discussion follows the structure of the research instrument for 
this part of the study. Fach section of questionnaire is used to structure the layout of 
the results. Some of the findings are represented in table form, while others are 
represented in graph form. On occasion, neither graph nor table is used and the 
results are expressed simply in words.
8.1.1 Descriptive Statistics: Sample Profile
8.1.1.1 Section A: About you and your visit to Peru
Table 8.1 shows the distribution of frequency of visit to Peru.
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Question 1:
Including this one, 
how many times 
have you holidayed 
in Peru?
Frequency Percentage
First trip 97 69.3%
Second trip to Peru 9 6.4%
Third trip 8 5.7%
Between 4th-10th 
trips
12 8.4%
Over 11 trips 14 9.1%
Table 8.1: Number o f Trips to Peru o f Respondents
Clearly the majority were on their first trip to Peru, which accounts for the 70% of 
the distribution. The number of Peruvian residents is shown in Table 8.2.
Question 2:
Are you a Peruvian 
resident?
Frequency Percentage
Yes 27 19.3%
No 113 80.7%
Table 8.2: Number o f Peruvian Residents Am ong Respondents
Figure 8.2 below shows the distribution of the sample by nationality.
Q3: What is your nationality?
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Figure 8.2: Respondents' Nationalities
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The high percentage of Peruvian visitors may be a reflection of responses to the 
recent programme of initiatives undertaken by the Ministry of Tourism to 
encourage domestic tourism. This programme includes the stimulation of demand 
for national tourism products by allowing for them to be bought in instalments. This 
programme has been launched in order to narrow the gap between host and 
resident in the move toward increasing the annual visitor arrivals to the country 
(Pacific Consultants International, 1999).
Table 8.3 shows the distribution of length of stay in Cusco of the sample.
Question 4:
How many days 
have you been in 
the Cusco region?
Frequency Percentage
One day 3 2.1%
Two days 30 21.4%
Three days 36 25.7%
Four days 20 14.3%
Five days 22 15.7%
Six days 3 2.1%
Seven days 9 6.4%
Eight to twelve days 12 7.1%
Over twenty days 6 4.2%
Missing Values 1 .7%
T able 8.3: L en g th  o f  S ta y  in the C usco  R eg ion
The majority of the respondents spent three days in the Cusco region that accounts 
for 25.6% of the sample. The maximum length reported was one hundred and 
eighty days. This response was from a US student who is living in Cusco. This was 
the longest spent by any single sample respondent. One respondent answered that 
they spent no days in the Cusco area. This could be explained by the fact they were 
probably confusing the Cusco region with the city of Cusco and therefore recorded 
a zero instead of the actual time spent there.
Figure 8.3 shows the distribution of frequency of visits to developing countries. The 
sample was quite evenly distributed but the majority of the respondents, at 43% of 
the sample, had visited a developing country more than five times.
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Q uestion 5; How many tim es hove you visited developing countries?
T he first time 
22.9%
U nansw ered
More than  5 tim es 
42.9%
Few er than  5 tim es 
33.6%
F igure 8 .3  N u m b e r  o f  V is its  o f  R e sp o n d e n ts  to  D e v e lo p in g  C o u n tr ie s
Figure 8.4 shows the distribution of frequencies of travel units amongst the sample.
Q u estion  6: How ore  you travelling?
Number of Respondents
F igure  8 .4 : T ra ve l U n its  o f  R e sp o n d e n ts
Alone'
As a  couple
Couple with kids
Family/friends
Family/friends/kids
Part of group tour
0 10 20 30 40 50
Two key groups emerged with travelling as a couple at 33% of the sample being the 
most frequent while travelling with family and friends was the second most 
frequent at 30% of the sample.
Figure 8.5 shows the distribution and frequency of the samples' age.
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Question 7: What age category do you fit  into?
B etw een 15-20 years 
21-34 y ears  old 
35-45 y ea rs  old 
46-55 y ea rs  old 
56-65 y ea rs  old
10 20 30 40
Number of R espondents
50 60
F igure 8 .5 : A g e  C a teg o ries  o f  R e sp o n d e n ts
Clearly the majority of the respondents were aged between 21 and 34 years old, 
which accounts for 39.3% of the sample. The distribution of the ages supports the 
fact that Peru is a cultural, adventure and nature destination with products suitable 
for a wide range of age groups.
Figure 8.6 shows the distribution and frequency of the samples' level of education. 
Over half of the respondents, who accounted for 56.4% of the sample finished their 
education after the age of 21.
Q uestion 8: At what age did you finish your fu ll-tim e education?
Still studying
B efore 16 years
16-20 years  
26.4%
After 21 years
56.4%
F igure 8 .6  A g e  U p o n  C o m p le tio n  o f  F u ll-T im e  E d u ca tio n  o f  R esp o n d e n ts
Table 8.4 shows the frequency of university graduates amongst the respondents and 
that the clear majority, with 64.3% of the sample, are graduates.
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Question 9:
Do you hold a 
university degree?
Frequency Percentage
Yes 90 64.3%
No 49 35%
T able 8. 4  N u m b e r  o f  R e sp o n d e n ts  w i th  a U n iv e r s i ty  D eg ree
Table 8.5 shows the frequency and distribution of professional, non-professional 
and students in the sample.
Question 10:
What do you do for a living? Frequency Percentage
Professional Occupation 73 52%
Non-Professional Occupation 19 14%
Students 48 34%
Table 8 .5 : O c cu p a tio n  o f  R esp o n d e n ts  b y  C a teg o ry
Clearly, the majority of the sample (52%) had professional occupations with 
seventy-three people in established professions. The other substantial group within 
the sample was made up of students. The distribution and frequency of these 
findings are similar in profile to the results of surveys undertaken by PromPeru, 
(2002; 2003).
.1.1.2 Section B: About your visit to Ollantaytambo
Table 8.6 shows the frequency of previous visits to Ollantaytambo site.
Question 11:
Is this your first visit to 
Ollantaytambo? Frequency Percentage of Sample
Yes 122 87.1%
No 18 12.9%
Table 8 .6 : N u m b e r  o f  P re v io u s  V is its  o f  R e sp o n d e n ts  to  O lla ji ta y ta m b o
For the overwhelming majority, one hundred and twenty-one respondents, this was 
the first visit to the site. These respondents accounted for 87.1% of the sample.
Figure 8.7 shows the frequency and distribution of the length of stay at the site of 
Ollantaytambo.
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Q uestion 12: How long did you stay a t Ollantaytambo?
A few hours 
83.6%
Half a  Day
A W hole Day 
4.3%
More than  a day
Question Left Blank
1.4%
F igu re  8 .7  L en g th  o f  S ta y  o f  R e sp o n d e n ts  a t O lla n ta y ta m b o
The majority of the sample, one hundred and seventeen respondents (83.6%) spent a 
few hours at Ollantaytambo. In the collection of the data however, it was observed 
that most visits lasted between forty and sixty minutes, depending on size of group 
and number of other groups visiting at that time. Only twelve respondents (8.6%) 
stayed at the site for half-a-day, while even fewer, six people (4.3%) had a whole 
day there. Three respondents reported 'more than a day' as their answer. This may 
mean they had more than one-day trip to the site or that they stayed overnight in 
Ollantaytambo and visited the site again the next day.
Table 8.7 shows the frequency and distribution of the types of interpretation used 
by the sample in order to interpret Ollantaytambo site.
2:S
Question 13:
What type of 
interpretation did 
you use during your 
visit to 
Ollantaytambo?
Frequency Percentage
Guidebooks bought before visit 44 31.4%
Guidebooks bought during visit 13 9.3%
Guidebooks /information 
leaflets acquired at the site 1 .7%
Local Museum 1 .7%
Human Guided Tour 97 69.3%
None 6 4.3%
Other 8 5.7%
Table 8.7: Types o f Interpretation Used by Respondents at Ollantaytambo Site
The overwhelming majority of the sample, accounted for by 69%, used a tour guide 
to interpret the site. However, the question may not have been read carefully, 
which is not uncommon when respondents are given the possibility of answering 
with more than one option. Figure 8.7 shows the frequency and distribution of those 
who used a tour guide to explain the site to them and that the number of 
respondents who reported using tour guides differs.
8.1.1.3 Section C: About the Human Guide
One hundred and six respondents, 76% of the sample reported to have used a guide 
at Ollantaytambo site. Figure 8.8 shows the distribution of guide hire.
Q14: Did you have a guide a t Ollantaytambo?
Yes
75.79
22 .
Q uestion Left Blank
Figure 8.8 Number of Respondents who Hired a Guide at Ollantaytambo
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Figure 8.9 shows the frequency and distribution of the provenance of the tour 
guides hired to explain Ollantaytambo.
Q15: I f  you hired a guide, from where did he accompany you?
Not Answ ered 
25.0%
At Ollantaytam bo 
7.1%
From Origin Country 
4.3%
Post-arrival In Peru 
5.7%
From C usco
57.9%
Figure 8.9 Provenance o f Guides Flired by Respondents
The majority of the guides were hired in Cusco and this was accounted for by 55% 
of the sample. Of the guides 55.1% used were hired in Cusco. In ten instances, 6.8% 
of the sample hired a guide at Ollantaytambo, which may indicate that these guides 
were Tocal guides'. In eight instances (5.4%), the guide was hired to guide and 
accompany the respondent from the point of arrival in Peru. It is likely that these 
were either local expert guides organised for the upper-end of the package tour 
market or tour leaders, possibly Peruvian nationals but certainly residents of the 
country. There were no responses to question 16 so this question was declared void 
and no findings are presented. This however shows that it is likely that no 
respondents who had an official guide from Cusco also used a local Ollantaytambo 
guide to enhance their understanding of the site. Similarly, the majority of the 
sample failed to respond to question 17 so this question too was declared void and 
no findings are presented. Table 8.8 shows the mean responses and standard 
deviation for the samples' strength of agreement that their guide was 
knowledgeable in Inca archaeology and heritage.
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Question 18:
To what extent do you consider the guide who explained Ollantaytambo 
to you, to be knowledgeable in Inca archaeology & heritage?
The guide was knowledgeable. I...
totally disagree totally agree
1 2 3 4 5
0 2 6 38 60
(1.4%) (4.3%) (27.1%) (42.9%)
Mean Response Standard Deviation Range N= 106 
4.5 0.69 3.00
Table 8.8 Respondent's Strength o f Agreement with the Statement: The guide was Knowledgeable 
in Inca Archaeology and Heritage.
The clear majority accounted or by 43% of the sample totally agreed that their guide 
was knowledgeable. With the mean response of 4.4717 and the standard deviation 
at .6929, the level of agreement was very high from the respondents who answered 
this question.
Question 19 sought to find out why respondents chose not to have a tour guide and 
the few responses reported were categorised into three main reasons; lack of money, 
desire for independence and dislike of guides. There follow two transcriptions of 
responses:
'We can't stand uneducated local guides, mostly they made up stu ff'.'
respondent 24, US Professor of Philosophy (aged 56-65)
'Guides are generally not well enough informed about the site - and are entirely 
uneducated about the world in general so comparative discussion is impossible - 
unfortunate mythologies are repeated ad nausea. '
respondent 53, US Museum Director (aged 56-65)
.1.1.4 Section D: About Visitor Satisfaction & Human Guide Quality
Table 8.9 reveals the samples' level of satisfaction with the visit.
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Question 20:
Overall, how satisfied were you with your visit to Ollantaytambo? 
With my visit, I was.......
completely dissatisfied completely satisfied
1 2 3 4 5
0 4 24 44 66
(2.9%) (17.1%) (31.4%) (47%)
Mean Response Standard Deviation Range N= 140 
4.2 0.9 4.00
Table 8.9: Respondents' Level of Satisfaction with Visit to Ollantaytambo.
Clearly the majority reported complete satisfaction with the visit, accounting for the 
47% of the sample. A mean of 4.2 and a standard deviation of 0.9 highlight 
significant levels of satisfaction with the visit.
Table 8.10 shows the respondents' level of satisfaction with the tour guide at 
Ollantaytambo.
Question 21:
Overall, how satisfied were you with the guide who explained Ollantaytambo to you? 
With the guide, I was.....
completely dissatisfied completely satisfied
1 2 3 4 5
0 2
(1.4%)
14
(10%)
34
(24.3%)
58
(41.4%)
Mean Response
4.4
Standard Deviation
0.8
Range
3.0
N = 108
Table 8.10: Level of Satisfaction with Tour Guide at Ollantaytambo
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Here again, the majority of the respondents, at 41% of the sample, reported 
complete satisfaction with the tour guide. The mean response was 4.4 and the 
standard deviation was 0.8 revealing high levels of satisfaction.
Table 8.11 shows the depth of understanding the sample perceived their tour guide 
to have afforded them about the site.
Q u e s tio n  22:
Do you feel that the guide who explained the archaeology and heritage of 
Ollantaytambo to you contributed to your overall understanding of the site? 
The guide made a contribution to my understanding that was...
minor contribution major contribution
1 2 3 4 5
0 2 12 
(1.4%) (8.6%)
31 60 
(22.1%) (42.9%)
Mean Response
4.4
Standard Deviation
0.8
Range N = 105
3.0
TahZg 8.11; Opmzo» q/' q/" Gwzdg's CoMtn'bwhoM to UndgrstaMdmg q/"
Ollantaytambo Site.
Clearly the majority of the sample, at 43%, felt that the guide made a major 
contribution to their understanding of the archaeology and heritage of 
Ollantaytambo. The mean response at 4.4, with a standard deviation of 0.8, reveals 
that the guides are playing an important role in increasing the visitors' 
understanding of the site.
The responses to questions 23, 24, 25 and 26 were so small that these questions were 
considered void. In this light, it was not possible to achieve what these questions 
had been designed to achieve which was the relationship of the moderating variable 
(Ollantaytambo's uniqueness as an attraction) to the other variables.
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Table 8,12 shows the respondents' importance ranking of the skills and 
competencies required for a professional tour guide.
Respondent
Importance Standard
Ranking Skill/Competency Mean D eviation
1 Clarity & C om m unication 4.9 4.4
2 Historical & Cultural K now ledge 4.6 0.7
3 Foreign Language Skills 4.5 0.7
4 Archaeological K now ledge 4.5 0.7
5 A bility to Translate the Local Heritage 4.5 0.7
6 A bility to Entertain & Stimulate 3.9 1.0
7 Tim e-Keeping 3.9 1.1
8 Group M anagem ent Skills 3.9 1.0
9 A w areness of Tourism-Related Issues 3.8 1.1
10 Sensitivity to Group Dynam ics 3.8 1.1
TnWg 8.12 Respondents' Importance Ranking of Competencies & Skills for Guides in General
Table 8.12 shows how for this sample, the skill of clarity and communication was 
considered more important than knowledge, for a professional guide. Table 8.13 
shows the respondents' satisfaction ranking of the skills and competencies required 
for a professional tour guide.
Respondent
Satisfaction
Ranking
Skill/Competency Mean Standard
Deviation
1 Historical & Cultural Knowledge 4.6 0.6
2 Ability to Translate the Local Heritage 4.5 0.7
3 Archaeological Knowledge 4.5 0.7
4 Clarity & Communication 4.5 0.7
5 Time-Keeping 4.4 0.9
6 Foreign Language Skills 4.4 0.7
7 Group Management Skills 4.3 0.8
8 Awareness of Tourism-Related Issues 4.3 0.8
9 Sensitivity to Group Dynamics 4.1 0.9
10 Ability to Entertain & Stimulate 4.1 1.0
Table 8.13 Respondents' Rating o f Satisfaction with the Tour Guide Hired at Ollantaytambo
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Table 8.13 shows that the respondents' ranked a knowledge competency as the 
competency the guide at Ollantaytambo fulfilled most satisfactorily, in their 
opinion.
8.2 Toward Answers to the Overall Research Question
The research question at the heart of this part of the study was:
Does the visitor satisfaction with their site guide have a bearing on the quality of
their overall experience at the archaeological site?
In summary, the findings from Phase II contain very little variance and therefore 
they offer Limited explanatory value in order to move towards answers to the 
research question. This limitation is due, in part, to the sample size achieved but it 
was also due to the fact that the sample that was achieved reported high levels of 
satisfaction with the tour guide who showed them around Ollantaytambo site and 
high levels of satisfaction with the overall visit experience. Therefore establishing 
significant differences in satisfaction between splits in this sample was rarely 
possible.
The mean response for the respondent's satisfaction with the visit to the site was 4.2 
with a standard deviation of 0.9. The mean response of the respondents' level of 
satisfaction with the guide was 4.3 with a standard deviation of 0.7. There was also a 
high mean response to the question asking respondents' to rate how much the guide 
contributed to their understanding of the site, at 4.3 with a standard deviation of .78. 
Of note, however was that those visitors who did not have a guide also reported 
high levels of satisfaction with the visit. The mean response for this group was 4.0 
with a standard deviation of 1.1. In comparison, those who had a guided tour of the 
site had a mean response of 4.3 and their standard deviation was 0.8.
The following sections of this chapter present the findings in order to resolve the 
key relationship variables of the research instrument to move towards answers to 
the overall research question. In order to allow the approximations to the research 
question to be revealed the data was interrogated using a series of analyses. Figure 
8.10 overleaf is a map of the order in which the findings were analysed and it also 
outlines the structure of the sections that follow in this chapter. The two-way arrows 
in Figure 8.10 show how the independent variables were tested on the dependent 
variable and on the intervening variable. As per the methodology chapter (Chapter 
6), the intervening variable, 'Perceived Quality of Guide' in Figure 8.10 is 
represented by 'Satisfaction with the Guide Variables'. The numbers 1-3 in the 
diagram represent the order in which these relationships are discussed, while the 
reference to the sections A-D refer to the distinct sections of which the research 
instrument is composed, containing the different variables.
The first analyses undertaken, denoted by the number 1 in Figure 8.10, were the 
correlation tests between the visitors' satisfaction with the guide and their 
satisfaction with the visit in order to assess the bearing that satisfaction with the 
guide had on satisfaction with the site experience. Secondly, the differences between
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groups within the sample were tested and the number 2 in Figure 8.10 denotes this 
analysis. Pearson T-tests were undertaken to establish any significant differences m 
satisfaction levels within the different groups in the sample. These tests were 
undertaken using the most salient personal, visit and guide variables of the sample 
and testing these against both satisfaction with the guide and satisfaction with the 
visit. What was of predominant interest was to assess any variability in satisfaction 
within the sample, particularly between those who did and did not have a guide at 
the site. Finally, and denoted by the number 3 in Figure 8.10, the findings from the 
sample's importance and satisfaction rankings of key tour guide competencies are 
compared to establish key discrepancies within the sample. This analysis aims to 
establish the width of the service gap between the sample's expectations of tour 
guides in general and its experience of their guides at the test site of Ollantaytambo.
2/3 2/3 2/3
The Guide 
Variables
Section C
The Visit 
Variables
Section B
The
Personal
Variables
Section A
Satisfaction with 
the Site 
Experience
Section D
Satisfaction with the 
Guide
Sections C & D
Figure 8.10: Map of the Structure of the Presentation of the Findings & how the Independent 
Variables are Tested on the Dependent Variable.
8.2.1 Correlation A n a lys is  o f  Sa tisfaction  w ith in  Sam ple
The following section will use correlation analysis in order to establish the bearing 
that tour guide had on the overall visitor satisfaction of the site. The discussion will 
focus also on the influence that the visitors' perception that the guide was 
knowledgeable had on visitor satisfaction with the visit and with the guide. It also 
analyses the bearing that visitor perception of the tour guides' contribution to their 
understanding of the site had on satisfaction with the guide and with the visit.
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8.2.2 The Correlation betw een Sa tisfac tion  w ith  the Guide and Sa tisfac tion  w ith  
the V isit to  S ite
Correlation analysis was undertaken to assess the relationship between the key 
satisfaction variables. The first test undertaken was to assess the relationship 
between satisfaction with the guide (Q21) and satisfaction with the experience of the 
site (Q20). In other words, did the intervening variable (perceived quality of guide) 
have an impact on the dependent variable (satisfaction with the overall site 
experience). The research objectives that were being resolved in this particular 
correlation analysis were,
• to measure the extent that the perceived quality of the tour guide impacts on 
visitor satisfaction with the overall visit
• to measure how much visitor satisfaction with the overall site visit relies 
upon satisfaction with the tour guide
The correlation for the relationship was found to be 0.577, revealing a link, albeit a 
modest one between the perceived quality of the tour guide and the level of 
satisfaction with the overall visit. When this link is applied to the overall research 
question. Does the visitor satisfaction with their site guide have a bearing on the quality of 
their overall experience at the archaeological site? it can be stated that visitor satisfaction 
with a guide does have a bearing on the quality of their overall experience of site. 
However, as is further discussed in the following chapter, this needs to be stated 
with caution as the precision and confidence of these findings (Sekaran, 2000) 
cannot be ensured due number of respondents in the survey falling short of the 
sample target that was originally sought. The extent of this bearing is recommended 
as a future subject of further research in order for the gradients of satisfaction to be 
correlated with specific tour guide skills and competencies.
Other factors that may have influenced the high satisfaction recorded by the sample 
are also important to consider. Due to the fact that the visit to Ollantaytambo site is, 
in the majority of cases, undertaken as part of a day trip, the tour guide who 
showed the visitors the site would have also showed them the other visitor 
attractions in the Sacred Valley day trip. Therefore, an element of 'bonding' with the 
tour guide may have been present, which in stand-alone (not a day-trip visit) site 
visit, may not exist. The fact that the tour guide being assessed had been with the 
visitors' all morning (the visitors arrive at the site by mid-day) may be another fact 
to consider in this particular set of findings. This consideration reveals that the high 
levels of satisfaction may be partly to do with the respondents' positive disposition 
toward the guide developed before they even arrived at Ollantaytambo site. It is 
possible that the tour guides' group management and public relations roles (which 
were also rated quite strongly by the respondents) influenced the respondents when 
they were asked to assess the quality of the guides' knowledge and presentation 
skills. These factors may have had a bearing on their high satisfaction with the tour 
guides. In other words, the fact that the visitors and the tour guides formed a tour 
party over the duration of a day may have had a bonding element between them 
and may have a created an element of bias in their responses. As a control, it would 
be mteresting for future research on tour guide effectiveness to test and compare the
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levels of satisfaction for visitors exposed to the same guide for tours lasting an hour, 
a day and a whole week.
8.2.3 Exploring the Bearing that the Guides' Perceived Contribution to 
Understanding of the Site had on Satisfaction with the Visit
Since the respondents expressed high levels of satisfaction with the visit (a mean of 
4.2) it could be inferred that the tour guide did not actually make a difference to the 
satisfaction with the visit. That is to say, that this high satisfaction may be 
independent of the guides' input. This supposition is supported somewhat by the 
comparison between the satisfaction of the visit of those who did have a guide at the 
site and that of those who did have a guide. While there was no significant 
difference between these two groups, the mean responses for these two were 
noteworthy. For those who had a tour guide (106 respondents) the mean satisfaction 
with the visit was reported at 4.3 while for those who did not use a guide (31 
respondents) the mean response to their satisfaction with the visit was 4.0.
In this way, the overall mean response of the whole sample, the high level of 
satisfaction with the visit can be read as due to other factors extrinsic or mtrinsic to 
the site visit. One factor may have been the uniqueness of Ollantaytambo site, which 
after all, is the moderating variable in the study. Another factor may have been the 
good mood of their fellow travel companions. It was for the purpose of double- 
checking the correlation between Q20 and Q21 that Q22 was created as it asked 
respondents to rate the contribution the guide made to their understanding of the 
site using the 5 point Likert scale with minor and major contribution at its extremes. 
This question was designed to corroborate or dismiss the responses given to 
question 21, which asked visitors to rate their satisfaction with the tour guide they 
had at Ollantaytambo.
The mean response to question 22 was high at 4.4 with a standard deviation of 0.8 
supports the sample responses rating their satisfaction with the tour guides as high. 
It shows that the greater the contribution to the visitors' understanding the guide 
made, the greater their satisfaction with the visit. In the light of this finding, the 
overall research question can be answered in the positive in that the tour guide does 
have a bearing on the satisfaction with the visit.
The impact the guides' knowledge made to the overall satisfaction with the visit 
was of interest to explore because how much the guide contributes to the visitors' 
understanding of the site may have some influence on visitor satisfaction with the 
overall visit. In other words, the greater the respondents thought the guide's 
contribution was to their understanding, the more likely that the satisfaction with 
the guide would be higher.
8.2.4 Exploring the Bearing that the Guides' Perceived Level of Knowledge had on 
Respondents' Depth of Understanding of Ollantaytambo Site
The relationship between visitors' strength of opinion that the guide was 
knowledgeable (Q18), and how much of a contribution the guide made to their
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understanding of the site (Q22) was worthwhile considering. It was of interest to 
compare the contribution the tour guide made to the visitors' overall understanding 
of the site with the visitors' perception of their tour guides' knowledge (Q18). The 
sample reported a mean of 4.7 for the contribution their tour guide made to the 
overall understanding of the site while the mean response of the samples' depth of 
understanding about Ollantaytambo site (Q22) was 4.4. When the respondents' 
strong agreement that their guides were knowledgeable about the Inca archaeology 
and heritage of Ollantaytambo site is compared with the respondents' statement 
that their guide made a contribution to their understanding of the site, two things 
are confirmed. First, the sample revealed that their perception and assessment of 
guide knowledge was related to visitor understanding of the site. Secondly, because 
the mean response for question 18 is higher than the mean response for question 22 
it reveals that this sample of respondents reveal some discrepancy between their 
perception and their experience of the guide.
The visitors strongly agreed that their guide was knowledgeable, and therefore they 
might have expected that their tour guides would have made an even bigger 
contribution to their understanding of the site. This points to the important 
difference between the two key competencies required of professional tour guides: 
knowledge and skills. While the guide may be knowledgeable it does not mean that 
they will be skilled in presentation and stimulation in order to be effective in 
facilitating visitor understanding. This finding is supported by the literature (Weiler 
& Black, 2001; Ham & Weiler, 2002; Pond, 1993; Cohen, 1985), and is supported by 
the findings from Phase I of the study.
8.2.5 Exploring the Bearing that the Guides' Perceived Contribution to Visitor 
Understanding of the Site had on Visitor Satisfaction with the Guide.
It was of interest to explore how the visitors' perception of the guides' contribution 
to their understanding of the site (Q22) affected their satisfaction. The mean 
responses and the standard deviations for both these questions were identical, at 4.4 
and 0.8 respectively. It can be inferred that satisfaction with the guide (for a number 
of unspecified reasons), for this sample of respondents, had a bearing on their 
perception of how much their tour guides contributed to their understanding of the 
site),. In other words, if they liked the tour guide it is likely that they were pre­
disposed to listen to the explanations the tour guide gave them about the site. This 
finding is linked to the importance of developing mindfulness in visitors to heritage 
sites (Moscardo, 1999) as mindfulness can facilitate an environment conducive to 
learning. If the visitors felt at ease with the tour guide and were predisposed to 
learning about the site because of their feeling about the tour guide, it can be 
inferred that how a tour guide comes across to the visitor will have an impact on 
how much a visitor will take from a guide's commentary. In other words, the tour 
guide will be able to make a greater or a lesser contribution to the visitors' 
understanding depending on how the tour guide is perceived by the visitor. This is 
linked to how the tour guide uses the positional power of the role, to either alienate 
the visitor from them and their commentary or to bring the visitor into the tour and 
what it has to offer. The literature also stresses the centrality of the tour guide's role
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in affecting changes in visitors' attitude to heritage and its conservation (Uzzell, 
1998; Moscardo, 1999; Black, 2001; Markham & Weiler, 1998). The development of 
this role, through improved skills-based training for tour guides, could facilitate 
interpretation for conservation This development, as is discussed in the following 
chapter, is essential to bridge the distance between tourism and archaeology bodies 
in order to develop integrated heritage tourism.
However the high satisfaction from the guide, and the major contribution made to 
their understanding the site, can be read another way. This finding can be read to 
mean that it is the level of understanding about a place that the guide can offer 
visitors that will determine the level of visitor satisfaction with the guide. Since 
being an interpreter-educator, (in the shape of knowledge and destination-specific 
commentary), is a key role of the tour guide which is identified across the literature 
(Holloway, 1981; Pond, 1993; Black & Weiler, 2004), it is likely that receiving 
deepened understanding about a visited place will be a salient need for heritage 
visitors at an archaeological site. However, this finding cannot be generalized with 
confidence and precision due not only to the sample size, but also because the 
motivations of visitors to heritage attractions (Prentice, 1993) cannot be presumed to 
all be about gaining a depth of understanding about a place. People visit heritage 
sites for a number of reasons, amongst which, gaining a deeper understanding, may 
feature more or less strongly in different individuals.
There may well be other factors which feature as salient needs to be fulfilled by the 
site for the visitors to this site but identifying these did not form part of this study's 
objectives and was out of its scope. It would be of interest for such questions to be 
used to drive future research on tour guides and heritage sites in order to contribute 
more detail in this developing body of knowledge. This is discussed in the final 
chapter of this study.
8.3 Tests of Significance on Satisfaction Levels within the Sample Differences
In order to explore the research question, tests of significance were undertaken to 
establish differences between groups within the sample. The analysis provided in 
this chapter is based on a test that aims to clarify if there are differences between 
groups within the overall sample. This is the Pearson's T-test and the level of 
significance that was chosen for this was 0.05. The results of the above T-tests are 
tabulated to enable clear comparison of the mean responses, the standard deviation 
and any significant differences between the groups within the sample. In summary 
however, no significant differences were found from this series of t-tests but the 
comparative means found between the groups allowed for some insights into the 
question. In order to address the overall research question, the two key satisfaction 
questions of the research instrument (Questions 20 and 21) were tested against the 
personal, visit and guide variables. Also, the two key questions (Questions 18 and 
22) about the visitors' perception of the tour guide knowledge and how much the 
tour guide contributed to visitor understanding of the site, were tested against the 
personal, visit and guide variables. It was of interest to find out if any significant 
differences existed within the sample in relation to the respondents' overall
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satisfaction with the visit at Ollantaytambo and in relation to their satisfaction with 
the guide who explained the site to them.
8.3.1 Personal Factors Influencing Overall Satisfaction with Visit to 
Ollantaytambo
Each of the questions in Section A (the personal variables) of the questionnaire was 
submitted to a t-test against Q20 in order to find any significant relationships. Table 
8.14 below summarizes the results of these tests.
Personal Variables N Mean S. Dev. Big.
1st Trip to Peru 97 4.1 1.0 0.142
Not 1st Trip to Peru 43 4.4 0.8
Peruvian Residents* 27 4.3 0.8 0.548
Non-Peruvian Residents 113 4.2 1.0
Latin & Central Americans 80 4.3 0.8 0.096
Non-Latin & Non-Central Americans 60 4.1 0.02
Up to 3 days in Cusco 69 4.2 1.0 0.572
More than 3 days in Cusco 70 4.2 0.9
Less than 5 visits to developing areas 47 4.2 0.9 0.498
More than 5 visits to developing areas 60 4.1 0.9
Travelling alone 23 4.3 1.0 0.731
Travelling accompanied by 
partner/family/friends
117 4.2 0.9
Aged 21-34 55 3.9 1.0 0.032
Aged 35-45 31 4.4 0.9
Aged 15-45 98 4.1 1.0 0.034
Aged 46-66+ 42 4.5 0.8
University Graduates 
Not University Graduates
89
49
4.2
4.1
0.8
1.1
0.669
*Professional Occupation 73 4.3 0.8 0.367
Not Professional Occupation 19 4.4 0.7
Table 8.14: Factors Influencing Overall Satisfactioji loith Visit to Ollantaytambo
^Peruvian Resident = Peruvian Nationals & Non-Peruvians living in Peru. * 
Professional Occupation = Skilled Jobs & Established Professions. (Source: General 
Household Survey 2002 -  2003, ONS, UK).
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8.3.2 Familiarity as a Factor for Increased Satisfaction
Although no significant differences were found from these t-tests, it was interesting 
to note some of the differences in mean satisfaction responses for those who had 
never visited Peru was lower at 4.1 (with a standard deviation of 1.0) than for those 
for whom it was not the first visit who reported a mean satisfaction with the visit to 
Ollantaytambo of 4.3 (with a standard deviation of 0.8). This finding could be due to 
the fact that their anticipation to experience the country again, based on previous 
successful visits, made this group predisposed to higher levels of satisfaction. 
Moreover, it is likely that having familiarity of the context enables the stress of the 
unknown to diminish and the enjoyment factor of the trip to increase. Also 
noteworthy, and linked to the issue of familiarity, were the mean satisfaction scores 
for the Peruvian residents (4.3) compared to the non-Peruvian residents (4.2). Again, 
this may point to the influence of familiarity.
The largest differences in mean satisfaction responses were found in the tests 
undertaken on nationality sample split. The Latin and Central American 
respondents reported a mean satisfaction with the visit of 4.3 as opposed to the rest 
of the nationalities in the sample who reported 4.0 as their level of satisfaction. 
Again, familiarity may be a factor in this finding, particularly with language. 
Conversely, it was found that those with less experience of developing world areas 
expressed a higher level of satisfaction with a mean score of 4.2, while those with 
more experience reported lower satisfaction with a mean of 4.1. This is surprising 
since experience of different development levels would suggest that satisfaction is 
not affected as the customer has already been exposed to unfamiliar points of 
reference (Oliver, 1997) and so can more readily make sense of the new environment 
they are faced with.
On age, it was notable that the older respondents reported a notably higher 
satisfaction with the visit with a mean response of 4.6 while the younger 
respondents' mean response was 4.2. This finding of higher satisfaction of the older 
respondents held for the other tests undertaken. Those travelling alone expressed 
higher levels of satisfaction with a mean of 4.2 than those in groups of friends or 
family. This finding may be due to the fact that these respondents were able to 
immerse themselves in the site without distraction. This is a surprising finding in 
that visits to attractions are often enjoyed as a social outing (Uzzell, 1998).
Lastly of note in Table 8.14, were those respondents who had spent longer than 3 
days in the Cusco region. These reported a higher mean response of 4.2, as opposed 
to the other group who reported a mean of 4.1. This finding could be due to the fact 
that with longer in the region it is possible for visitors to make more connections 
between the different archaeological sites and therefore derive more satisfaction 
from the visit. This finding could however could be attributable to practical factors 
such as not being overtired due to a tight sightseeing schedule.
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8.3.3 Personal Factors Influencing Satisfaction with the Tour Guide at 
Ollantaytambo
The other key area of interest was to test for significant differences in satisfaction 
with the tour guide at Ollantaytambo site. Each question in Section A (the personal 
variables) of the questionnaire was submitted to a t-test against Q21. Table 7.15 
summarizes the results of these tests.
S.
Personal Variables N Mean Dev.
1st Trip to Peru
74 4.3 0.8
Not 1st Trip to Peru
34 4.6 0.7
Peruvian Residents 22 4.6
0.7
Non-Peruvian Residents 86 4.3 0.8
Latin & Central Americans 67 4.5 0.7
Non-Latin & Non-Central Americans 41 4.1 0.9
Up to 3 days in Cusco 61 4.3 0.9
More than 4 days in Cusco 47 4.4 0.7
Less than 5 visits to developing areas 36 4.4 0.8
More than 5 visits to developing areas 46 4.3 0.8
Travelling alone 16 4.3 0.8
Travelling accompanied by partner/family/friends 92 4.4 0.8
Aged 21-34 40 4.3 0.8
Aged 35-45 29 4.4 0.6
Aged 15-45 77 4.4 0.8
Aged 46-66+ 31 4.4 0.8
University Graduates
68 4.4 0.7
Not University Graduates
39 4.4 0.9
Occupation Professional 55 4.3 0.8
Occupation Non-Professional 19 4.3 0.7
Sifi-
0.089
0.138
0.009
0.522
0.640
0.750
0.458
0.681
0.718
0.758
Table 8.15: Personal Factors Influencing Visitor Satisfaction with Tour Guide
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8.3.4 Familiarity as a Factor for Increased Satisfaction
Interestingly, those for whom this trip was not their first to Peru reported a higher 
level of satisfaction with the tour guide at Ollantaytambo than those who had 
previously never been to Peru; the respective means reported were 4.5 and 4.2. It is 
likely that familiarity and knowing what to expect from the environment had a 
bearing on these mean satisfaction responses. This finding points to the importance 
of expectations in relation to experience when evaluating satisfaction levels. In the 
same way, the Peruvian residents showed a higher mean satisfaction with the tour 
guide.
Although the Latin & Central American respondents did not show a significant 
difference of satisfaction with the tour guide compared to the rest of the sample 
nationalities, the significance level for this t-test was found to be .009. This is an 
interesting finding in itself and it is supported by the differences in these groups' 
mean satisfaction. The Latin and Central Americans reported a higher mean of 4.5 
while the rest of the sample nationalities reported 4.1 as their mean score.
The only other differences in mean scores of note here were those of the younger 
respondents. Those aged between 21-34 reported their satisfaction with the guide at 
Ollantaytambo at 4.2 while those between 35-45 had a higher mean of 4.4. Here as in 
the samples' satisfaction with the visit level, the older respondents' higher 
satisfaction with the guide could be attributable to the fact that expectations of 
visiting Peru had been nurtured for longer, increasing anticipation for the 
experience.
8.3.5 Personal Factors Influencing Visitors' Perception that the Tour Guide was 
Knowledgeable in Inca Archaeology and Heritage
In order to assess which personal factors had a bearing on how the tour guides' 
knowledge was perceived by the visitors, each question in Section A (the personal 
variables) of the questionnaire was submitted to a t-test against Q18. Table 8.16 
below summarizes the results of these tests.
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Personal Variables N Mean S.
Dev.
Sig.
1st Trip to Peru 74 4.5 0.7 0.784
Not 1st Trip to Peru 32 4.5 0.8
Peruvian Residents 22 4.5 0.8 0.897
Non-Peruvian Residents 84 4.5 0.7
Latin & Central Americans 67 4.6 0.6 0.117
Non-Latin & Non-Central Americans 39 4.3 0.8
Up to 3 days in Cusco 59 4.4 0.7 0.608
More than 3 days in Cusco 47 4.5 0.7
Less than 5 visits to developing areas 36 4.5 0.8 0.793
More than 5 visits to developing areas 43 4.5 0.6
Travelling alone 15 4.1 0.8 0.041
Travelling accompanied by partner/family/friends 91 4.5 0.7
Aged 21-34 39 4.4 0.8 0.988
Aged 35-45 30 4.4 0.7
Aged 15-45 77 4.5 0.7 0.680
Aged 46-66+ 29 4.5 0.7
University Graduates 66 4.5 0.6 0.869
Not University Graduates 39 4.5 0.8
Professional Occupation 54 4.5 0.6 0.529
Not Professional Occupation 19 4.4 0.8
Table 8.16: Personal Factors Influencing Visitors' Perception that the Tour Guide was
Knowledgeable in Inca Archaeology and Heritage
8.3.6 Familiarity as an Influencing Factor in Visitors' Perception that the Tour 
Guide was Knowledgeable
It is noteworthy that the Latin and Central Americans less divergence than the rest 
of sample. This finding may be due to the fact the Latin and Central Americans 
nationals within the sample are more familiar with the presentation style of the 
Peruvian tour guide. The other comparison of interest is that for those visitors 
travelling alone their agreement that the guide was knowledgeable was weaker than 
of those travelling with others. This finding may be due to the fact that those 
travelling alone were not as easily able to discuss the guide's performance with 
other people and so be influenced by others evaluation of them.
8.3.7 Personal Factors Influencing Visitors' Perception of the Guides' 
Contribution to their Understanding of Ollantaytambo
In order to assess which personal factors had a bearing on how much the visitors' 
felt the tour guide had contributed to their understanding of the site, each question 
in Section A (the personal variables) of the questionnaire was submitted to a t-test 
against Q22. Table 8.17 summarizes the results of these tests.
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Personal Variables N Mean S.
Dev.
1st Trip to Peru 73 4.3 0.8
Not 1st Trip to Peru 32 4.6 0.7
Peruvian Residents 21 4.4 0.8
Non-Peruvian Residents 84 4.4 0.8
Latin & Central Americans 65 4.5 0.7
Non-Latin & Non-Central Americans 40 4.2 0.9
Up to 3 days in Cusco 59 4.4 0.8
More than 3 days in Cusco 46 4.5 0.7
Less than 5 visits to developing areas 36 4.5 0.8
More than 5 visits to developing areas 43 4.3 0.7
Travelling alone 14 4.4 0.7
Travelling accompanied by partner/  family/  friends 91 4.4 0.8
Aged 21-34 40 4.2 0.8
Aged 35-45 28 4.5 0.7
Aged 15-45 76 4.4 0.8
Aged 46-66+ 29 4.6 0.7
University Graduates 67 4.4 0.7
Not University Graduates 37 4.5 0.9
Occupation Professional 56 4.3 0.7
Occupation Non-Professional 17 4.8 0.4
Sig.
0.069 
0.950 
0.042 
0.344 
0.476 
0.748
0.106 
0.170 
0.476 
0.024
Table 8.17: Personal Factors Influencing Visitors' Perception o f the Guides' Contribution to their
Understanding of Ollantaytambo
8.3.8 Previous Experience of Peru as an Influencing Factor in Visitor Perception of
the Tour Guides' Contribution to their Understanding of Ollantaytambo
Although none of the differences were statistically significant, there were again 
some interesting findings to note. For those visitors in the sample who had 
previously been to Peru, there was a perception that their tour guide had facilitated 
a greater contribution to their understanding of the site. This group's mean response 
was 4.6, while for those for whom the trip was their first the mean was 4.3. Here 
again, the Latin & Central Americans reported that their guide had contributed 
more to their understanding of the site with a mean of 4.5 as opposed to the rest of 
the nationalities who reported a mean of 4.2.
A separate factor of note here was that those respondents aged between 21-34 
reported their tour guides' contribution to their understanding of the site at 4.1 
while the older group aged between 35-45 thought the guide made a greater 
contribution and rated this with a mean of 4.5. This finding may point to the 
differences between the attitude of younger people to figures of authority and the 
validity of their knowledge within a post-modern context (Cohen, 2002).
8.4 Visit Factors Influencing Satisfaction with the Visit to Ollantaytambo
The visit variables were tested against the overall satisfaction with the visit to 
Ollantaytambo to assess whether there were any significant differences. The t-tests 
were undertaken against question 20. Table 8.18 summarizes the findings.
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Visit Variables N Mean S.
Dev.
Sig.
1st Trip to Ollantaytambo site 122 4.2 0.9 0.513
Not 1st Trip to Ollantaytambo site 18 4.3 1.1
Stayed at Ollantaytambo for a few hours 117 4.2 0.9 0.843
Stayed at Ollantaytambo for half a day 12 4.3 1.0
Interpretation used during visit was guidebook bought 
before the visit
43 3.9 1.1 0.007
Did not use guide guidebook bought before the visit to 
interpret the site
97 4.3 0.8
Interpretation used during the visit was a tour guide 97 4.4 0.8 0.003
Did not use a tour guide during the visit to interpret the 43 3.9 1.1
site
Table 8.18: Visit Factors Influencing Satisfaction with the Visit to Ollantaytambo
8A.1 Site Knowledge as Factor in Levels of Satisfaction with Visit
A  significant difference of 0.003 was found in the satisfaction levels of those 
respondents who did have a guide to interpret the site and those who did not. The 
respondents who did have a guide reported a higher satisfaction, with a lower 
standard deviation of 4.4 while those who did not have the site interpreted for them 
by a guide reported a mean satisfaction of 3.9. This finding can be used to answer 
the overall research question of whether the tour guide has a bearing on the visitors' 
experience of the visit.
Interestingly, and conversely, although not statistically significant at 0.007, those 
who used a guidebook during the visit to understand the site reported lower 
satisfaction with the visit with a mean of 3.8 as compared with those who did not 
use a guidebook who had a mean of 4.3. These two sample splits do not assess the 
responses of those respondents who did not use a guidebook but who used a tour 
guide, but to some extent, this particular finding supports the thinking that prior 
site knowledge does not always guarantee increased visitor satisfaction. In this 
finding for this sample, it appears then that the less prepared and informed the 
respondents were before visiting the site, the higher the satisfaction was with the 
visit.
8.4.2 Visit Factors Influencing Satisfaction with the Tour Guide at 
Ollantaytambo
The visit variables were tested against the satisfaction with the tour guide at 
Ollantaytambo to assess whether there were any significant differences within the 
sample. T-tests of significance were undertaken against question 21 of the research 
instrument. Table 8.19 below summarizes the findings.
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V isit Variables N Mean S.
Dev.
Sig.
1st Trip to Ollantaytambo 100 4.3 0.8 0.017
Not 1st Trip to Ollantaytambo 8 5.0 0.0
Stayed at Ollantaytambo for a few hours 98 4.4 0.8 0.687
Stayed at Ollantaytambo for half a day 6 4.5 0.5
Interpretation used during visit was guidebook bought 
before the visit
23 3.9 0.7 0.001
Did not use a guidebook bought before the visit 85 4.5 0.8
Table 8.19: Visit Factors Influencing Satisfaction with the Tour Guide at Ollantaytambo
8.4.3 Site Knowledge as Factor in Level of Satisfaction with the Tour Guide at 
Ollantaytambo
A  significant difference was found between the satisfaction levels with the tour 
guide of those respondents who also used a guidebook to interpret the site. The 
significance level was found to be 0.00. Similar to the findings presented in Table 
7.18, those respondents who used a guidebook before the visit reported lower 
satisfaction with the guide with a mean of 3.9 as compared to the satisfaction mean 
of 4.4 for those who did not use a guidebook. Where respondents had access to 
knowledge of the site, their satisfaction with the guide was lower for several 
possible reasons. One reason maybe attributable to the fact that in these cases, the 
guide's knowledge input seemed less valuable since the guide gave the same 
information about the site as was provided for by the guidebook. A second reason 
could be due to the fact that there was a discrepancy between the tour guides' 
knowledge and that printed in the guidebook bought before site visit. A third 
reason may be that while the tour guide provided the visitors' with knowledge 
about the site, the lower satisfaction levels may be due to the fact that their 
presentation skills did not add anything to their understanding of the site. In other 
words, this lower satisfaction level with the guide of those visitors, who also used a 
guidebook, may be because armed with information about the site, they did not 
perceive many extra benefits from the tour guide's presence.
Another significant difference was found between the satisfaction levels with the 
tour guide of those respondents who used a guide. The significance level was 0.0. 
The mean response of satisfaction for this group was reported at 4.4 with a 
deviation of 0.7 While there was no statistically significant difference in the groups, 
for those who had previously visited Ollantaytambo, their mean satisfaction with 
the guide was 5.0 with no variance in the group, as compared to 4.3 for those had 
never been before. This finding suggests that prior experience of the site, whether 
guided or not, predisposed the respondents to have high satisfaction with the guide.
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although the number of respondents of eight is too small to make generalizations on 
this point
8.4.4 Visit Factors Influencing Visitors' Perception that the Tour Guide was 
Knowledgeable
The visit variables were tested against visitors' perception that their tour guide was 
knowledgeable in Inca archaeology and heritage in order to assess whether there 
were any significant differences within the sample. T-tests were undertaken against 
question 18 of the research instrument. Table 8.20 below summarizes the findings.
Visit Variables N Mean S. Sig. 
Dev.
1st Trip to Ollantaytambo 99 4.4 0.7
Not 1st Trip to Ollantaytambo 7 4.9 0.4
Stayed at Ollantaytambo for a few hours 96 4.5 0.6 0 " =
Stayed at Ollantaytambo for half a day 6 3.8 1.0
Interpretation used during visit was guidebook bought 
before the visit
21 4.2 0.7 0.037
Did not use a guidebook bought before the visit 85 4.5 0.7
Table 8.20: Visit Factors Influencing Visitors' Ferception that the Tour Guide was Knowledgeable
8.4.5 Site Knowledge as a Factor in Visitor Perception of Tour Guides' Knowledge
The sample splits for this analysis were very uneven as in some cases very small 
numbers of respondents were involved, making it difficult to draw any real 
conclusions. However, as with the findings related to the previous experience of 
Peru findings, familiarity with the site and the non-use of a guidebook both seem to 
be linked with perceptions of greater tour guide knowledge.
8.4.6 Visit Factors Influencing Visitors' Perception of the Guides' Contribution to 
their Understanding of Ollantaytambo
The visit variables were tested against the visitors' perception of how much their 
guide had contributed to their understanding of the site in order to assess whether 
there were any significant differences within the sample. T-tests were undertaken 
against question 22 of the research instrument. Table 8.21 below summarizes the 
findings and the sections that follow below discuss any differences in the mean 
responses of the different groups within the sample.
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Visit Variables N Mean S.
Dev.
Sig.
1st Trip to Ollantaytambo 98 4.4 0.8 0.590
Not 1st Trip to Ollantaytambo 7 4.6 0.8
0.8 0.258Stayed at Ollantaytambo for a few hours 97 4.4
Stayed at Ollantaytambo for half a day 5 4.8 0.4
Interpretation used during visit was guidebook bought 
before the visit
21 4.2 0.7 0.129
Did not use guidebook bought before the visit 84 4.5 0.8
Table 8.21: Visit Factors Influencing Visitors' Ferception o f the Guides' Contribution to their
Understanding of Ollantaytambo
8.4.7 Site Knowledge as a Factor in Visitor Perception of the Guides' Contribution 
to their Understanding of Ollantaytambo
The most noteworthy findings from this analysis is that those respondents who 
used a guidebook to understand the site perceived that their guide made less of a 
contribution to their understanding of Ollantaytambo than those who did not use a 
guidebook. This finding is quite logical in that for those who had also gained 
information about the site from a guidebook it is to be expected that they report that 
their guide contributed less to understanding of the site, as it is not the only input 
they had received about it.
8.5 Guide factors influencing Satisfaction with the Visit to Ollantaytambo
The guide variables were tested against the visitors' overall satisfaction with visit to 
Ollantaytambo in order to assess whether there were any significant differences 
within the sample. T-tests were undertaken against question 20 of the research 
instrument. Table 8.22 below summarizes the findings the sample.
Guide Variables N Mean S.
Dev.
Sig.
Had tour guide at Ollantaytambo 106 4.3 0.8 0.021
Did not have tour guide at Ollantaytambo site 34 3.9 1.2
Hired the tour guide in Cusco 81 4.2 0.8 0.193
Hired the tour guide at Ollantaytambo 10 4.6 0.7
The tour guide was from Ollantaytambo 1 5.0 - 0.474
The tour guide was from Cusco 14 4.4 0.8
Table 8.22: Guide factors influencing satisfaction with the visit to Ollantaytambo site
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8.5.1 The Tour Guide as an Effective Interpreter of an Archaeological Site
Although no statistical difference was found, it is noteworthy that those who had a 
guide at Ollantaytambo reported higher levels of satisfaction with the overall visit. 
The mean satisfaction of the respondents who had a guide was 4.3, while for those 
who did not use a guide it was only 3.8. This finding suggests that the tour guide 
may have a bearing on the satisfaction with the visit and that the guide can be an 
effective interpreter of an archaeological site who enhances the visitor experience.
8.5.2 Guide Factors Influencing Satisfaction with the Tour Guide
The guide variables were tested against the visitors' overall satisfaction with the 
tour guide in order to assess whether there were any significant differences within 
the sample. The t-tests were undertaken against question 21 of the research 
instrument. Table 8.23 below summarizes the findings and the sections that follow 
below discuss any differences in the mean responses of the different groups within 
the sample.
Guide Variables N  Mean S. Sig.
Dev.
0.237Hired the tour guide in Cusco 80 4.4 0.7
Hired the tour guide at Ollantaytambo 10 4.7 0.7
0.517The tour guide was from Ollantaytambo 1 5.0 -
The tour guide was from Cusco 13 4.5 0.8
Table 8.23: Guide Factors Influencing Satisfaction with the Tour Guide
8.6 The Tour Guide as an Effective Interpreter of an Archaeological Site
It was noteworthy that those respondents who hired their tour guide at 
Ollantaytambo reported greater satisfaction with the tour guide than those 
respondents who hired a guide in Cusco. It is likely that the tour guides hired at 
Ollantaytambo were 'local guides' from the area. Those who hired a tour guide from 
Ollantaytambo reported a higher satisfaction of 4.7 as compared to those whose 
guide was hired from Cusco and they reported a mean satisfaction of 4.4. This 
finding, although not statistically significant and created by only ten respondents, 
may suggest that in this sample, local guides can be an effective interpretation 
method to use at an archaeological site.
8.6.1 Guide Factors Influencing Visitor Perception that the Guide was
Knowledgeable
The guide variables were tested against the visitors' perception that the tour guide 
was knowledgeable in Inca archaeology and heritage in order to assess whether 
there were any significant differences within the sample. Therefore the t-tests were 
undertaken against question 18 of the research instrument. Table 8.24 below 
summarizes the findings.
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Guide Variables N  Mean S. Sig.
Dev.
Hired the tour guide in Cusco 81 4.5 0.7
Hired the tour guide at Ollantaytambo 10 4.7 0.5
The tour guide was from Ollantaytambo 1 4.0
The tour guide was from Cusco 13 4.5 0.7
C.323
0.471
Table 8.24: Guide Factors Influencing Visitor Ferception that the Guide was Knowledgeable
8.6.2 The Tour Guide as an Effective Interpreter of an Archaeological Site
Again in these findings, the guides who were hired at Ollantaytambo were likely to 
be Tocal' guides from the indigenous community and these were found to be more 
knowledgeable than those who were hired in Cusco. Although the number of 
people who used these types of guide is small at ten respondents, it is still of interest 
to not that they rated their perception of their guides' knowledge with a mean of 4.7 
as compared to a mean of 4.4 for the other group.
8.6.3 Guide Factors Influencing Visitor Perception of the Guides' Contribution to 
their Understanding of Ollantaytambo
The guide variables were tested against the visitors' perception of how much their 
guide had contributed to their understanding of the site in order to assess whether 
there were any significant differences within the sample. T-tests were undertaken 
against question 22 of the research instrument. Table 8.25 below summarizes the 
findings.
Guide Variables N  Mean S. Sig.
Dev.
0.346
0.101
Table 8.25: Guide Factors Influencing Visitors Ferception o f the Guides' Contribution to their
Understanding of Ollantaytambo
8.6.4 Local Tour Guides as Effective Interpreters of an Archaeological Site
Although none of the findings were statistically significant in Table 8.25, once again 
here, it was a tour guides from Ollantaytambo who was perceived to have made the 
biggest contribution to the visitors' understanding of the site. Equally, though only 
accounting for ten respondents, the local guides from Ollantaytambo were 
perceived to have contributed more to the visitors' understanding of the site than 
the guides from Cusco. The mean for the local guides contribution was 4.7 while 
that of those from Cusco was 4.4. This finding suggests that the local tour guides in 
this sample, also make an effective contribution to visitor understanding of a site.
Hired the tour guide in Cusco 80 4.5 0.7
Hired the tour guide at Ollantaytambo 10 4.8 0.7
The tour guide was from Ollantaytambo 1 5.0 -
The tour guide was from Cusco 14 4.7 0.6
262
8.7 Importance & Satisfaction Ranking of Key Skills & Competencies of Tour 
Guides
In the first instance, a comparison of the importance and satisfaction ranking was 
undertaken using the responses from the whole sample. The results are shown in 
Table 8.26. A comparison was designed to show the key differences between what 
the sample thought were important skills and competencies in general, and what 
they were most satisfied with from the tour guide they actually had at 
Ollantaytambo.
Rank Respondents' 
Importance 
Ranking of  
Competencies for  
Tour Guides in 
General
Mean Rank Respondents' 
Satisfaction  
Ranking of 
Competencies of 
their Tour Guide a t  
O llantaytam bo
Mean
1 Clarity & 
Communication
4.9 1 Historical &
Cultural
Knowledge
4.5
2 Historical &
Cultural
Knowledge
4.6 2 Ability to Translate 
the Local Heritage
4.5
3 Foreign
Language Skills
4.5 3 Archaeological
Knowledge
4.4
4 Archaeological
Knowledge
4.5 4 Clarity & 
Communication
4.4
5 Ability to 
Translate the 
Local Heritage
4.4 5 Time-Keeping 4.4
6 Ability to 
Entertain & 
Stimulate
3.9 6 Foreign Language 
Skills
4.4
7 Time-Keeping 3.9 7 Group
Management Skills
4.3
8 Group
Management
Skills
3.8 8 Awareness ot
Tourism-Related
Issues
4.2
9 Awareness ot
Tourism-Related
Issues
3.8 9 Sensitivity to 
Group Dynamics
4.1
10 Sensitivity to 
Group Dynamics
3.8 10 Ability to Entertain 
& Stimulate
4.0
Table 8.26: Comparison of Importance Rating o f Key Tour Guide Competencies & Satisfaction
Rating o f the Sample's Tour Guide at Ollantaytambo.
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This comparison between the sample's importance and satisfaction rating aimed to 
reveal the extent of the gap between their expectations of guides in general and their 
experience of the tour guide at Ollantaytambo site. Table 8.25 shows that there was 
little gap between what their general expectations of guides in general were and 
what they experienced with the guide who explained Ollantaytambo to them. This 
finding shows the relationship between the dependent variable (visitors' 
expectations of guide in general) and the intervening variable (perceived quality of 
the tour guide). The narrow differences visible in Table 8.24, account for the high 
satisfaction level of the sample with the overall visit. Questions 27 and 28 in the 
research instrument aimed to allow the data from the other questions to be 
supported, particularly in the case that the overall responses from the sample had 
recorded dissatisfaction. However, as the majority of the responses recorded high 
satisfaction with the tour guide and the overall visit to the site, there are not, as can 
be seen from Table 8.24, great differences between the mean figures ascribed to 
either the importance of theses competencies or their satisfaction with them in their 
tour guide. This suggests a narrow gap between what the sample was expecting to 
find (as important competencies in guides, generally) and what they received from 
the services of the tour guide they had at Ollantaytambo. These finding supports the 
high levels of satisfaction the sample recorded elsewhere in their responses to the 
research instrument.
The sample as a whole thought that the most important competency for a guide to 
have is a skill based competency, that of clarity and communication. In their 
experience of the guide who explained Ollantaytambo to them, however, this 
competency was rated as the fourth they were most satisfied with in their tour 
guide's performance. Perhaps though what is of most interest is that the sample 
clearly ranked their satisfied with the tour guides' knowledge (of history and 
archaeology) above the tour guides' skill-based competencies. This finding in itself 
is interesting because it highlights the need for the training of guides in Peru to 
develop the important skills of presentation in order for the interpretation to not 
only provide information, but to stimulate and encourage visitors to develop a 
deeper understanding of the heritage the are visiting.
8.8 Conclusions
This chapter has presented the findings from Phase II of the study. The findings 
revealed high levels of satisfaction with both the overall visit to Ollantaytambo and 
with the tour guide the respondents had explaining the site to them. It was found 
that the tour guide had a bearing on the visitors overall satisfaction at the site, even 
though there was little variance m the samples' response. The importance of the 
tour guide within the overall visitor experience, at this particular site, and in this 
study, emerged clearly. In the light of the findings from Phase II, the need for the 
role of the tour guide to be developed to its full potential emerges. The findings 
from Phase I of the study reveal that although there was no formal integration 
between tourism and archaeology, the tour guide was viewed as important by the 
respondents from both communities. The remaining chapters focus on the need for 
a collaborative approach to develop in Peru's tourism planning, and within this, for
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interpretation (in the form of the tour guide) to be at the centre of the integration. 
This is supported by the findings from the literature review, which revealed the 
importance of collaborative planning and interpretation to ensure a sustainable 
approach to destination and site planning.
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Chapter 9 
Discussion & Analysis
9.1 Introduction
This chapter offers a discussion of the overall findings and where appropriate 
secondary data is used to support the analysis. The discussion highlights the need 
for a collaborative approach amongst those responsible for tourism and archaeology 
in Cusco and Peru. This need emerges as a key finding from the study on which 
rests the region's ability to move toward integrated heritage tourism. Another key 
finding is the need for guides to develop the communicator element of the role in 
order to become interpreters of their heritage. Interpreter guides are specifically 
needed in the context of ancient built heritage in order to maximise the advantages 
of tour guides but especially to minimize the disadvantages. In this light, the 
synthesis of training routes for entry to tour guiding in Peru is discussed with a 
view to standardizing the curricula guides study in order to subsequently improve 
parity of service delivery for visitors.
While the findings highlight a positive hypothesis in that guides have the potential 
to be a bridge between the worlds of archaeology and tourism and between visitor, 
site and the people local to it, it was also found that this is contingent on the 
operating context. Since it was also found that satisfaction with the tour guide has 
a bearing on the visitors' overall experience of the site, this chapter discusses how 
essential it is for the tour guide's 'bridging' potential to be fully explored. However, 
the discussion highlights the inherent vicious circle of how to use interpretation 
strategically within a region practising traditional heritage management. The 
chapter proposes solutions for the short and medium-term until Peru's wider 
operating environment changes to encompass a more integrated approach. The 
discussion is then structured using the study research objectives, and draws on 
relevant sources from the literature review, such as the ICOMOS-ENAME Charter 
(2004) for the Interpretation of Cultural Heritage Sites to underpin the analysis.
9.2 The Need for A Collaborative Approach to Heritage Tourism Planning
The findings from both Phases 11 and 1 point to the need for a collaborative 
approach to the planning and development of the heritage tourism in Cusco, Peru. 
Without such an approach, it is likely that the region's heritage (built and natural) 
wiU remain in a vulnerable position. The lack of inter-organizational collaboration 
also constrains MlNCETUR's key objective to ensure sustainable tourism 
development. Due to the fragmented nature of tourism and the many stakeholders 
involved in its development, a collaborative approach is particularly important 
component of its sustainable management. Co-ordination is a key indicator of 
collaboration and is defined by Mulford & Rogers (1982) as an informal approach to 
reciprocity between groups in the absence of a formal system, whereas collaboration 
is concerned with more formal arrangements between the departments of the 
relevant organizations, (Ladkin & Martinez Bertramini, 2002).
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However, achieving a collaborative approach is not a straightforward undertaking, 
even for more mature destinations with long experience of developing tourism. In 
the context of developing areas where 'old' and not 'new' archaeology prevails, it is 
likely that the mind-set of the key organizations is part of the problem. The need for 
collaboration may not even be identified as relevant, as the sites and not the wider 
environment are the priority in a traditional management context. The benefits of a 
collaborative approach are well documented, (Bramwell & Lane, 2000; Br am well & 
Sharman, 1999; Healey, 1998) and centre largely on providing cost-effective 
solutions by the pooling of resources and especially, the avoidance of conflicts that 
can arise when the process is not attempted. The inclusive nature of collaborative 
planning can allow for swifter implementation of strategies. However, the level of 
participation in planning that is appropriate for one region of the world may not be 
for another region. The wider socio-political environment of a destination will 
influence how deep the collaboration can be between the stakeholders, (Bramwell & 
Lane, 2000). According to Tosun (2000), such a process may not even be appropriate 
for developing countries though the extent of this view depends on the individual 
background of the country, notably its experience and trust in a democratic system.
A practical and important step towards developing a collaborative approach is to 
identify the key stakeholders in any tourism development (Murphy, 1985; Hall & 
McArthur, 1996). The identification of stakeholders allows for reflection as to which 
parties are affected by the development and an assessment of how best to plan and 
manage changes to the area. However, this in itself is not a simple task (Reed, 1997) 
due to the existence of various organizations with vested interests and their 
conflicting needs. Similar to the myth that one single homogenous 'host community' 
exists at a destination, the reality may be more complex in that within an individual 
person alone, there may also be conflicting needs, (Murphy, 1987). The identification 
of stakeholders within the context of a developing country may be more complex 
but even more crucial. With a broader range of levels of education this identification 
can allow for a net to encompass the disparities within a community to include the 
powerful and the powerless, the educated and the illiterate, and the insiders and the 
outsiders within a destination's boundaries, (Freire, 1970). For such development 
work to be undertaken however, external, but requested, agents of change may be 
required to facilitate the process, (Senior, 1993).
9.2.1 Toward Developing A Collaborative Approach to Heritage Tourism 
Planning
A  key discussion question that emerged was, how could Peru, (and similar areas of 
the world) develop an integrated approach to heritage tourism when their wider 
operating environment has little experience of collaborative planning and 
stakeholder inclusion? One answer is that while the operating environment 
develops and matures, smaller steps can be made within each of the relevant 
organizations, until they are ready to collaborate between them towards destination 
planning as a whole. It is possible that the key organizations develop at a different 
pace to the wider operating environment. Within this scenario, if a key organization 
develops a vision for integrating heritage tourism, this could be a catalyst for the
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establishment of a blue print for a new way of working in practice. This type of 
development from the bottom-up rather than the top-down is linked more to 
changes in culture than structure. This is supported by the findings from Phase I 
that suggested individuals with ideas and the ability to network across 
organizations are able to instigate change.
The role of interpretation in developing integrated heritage tourism is key in this 
discussion. In the case of Peru, the use of tour guides as the main interpretation of 
archaeology can provide a focus and a starting point for such a collaborative 
approach to tourism planning. In this way, changes within the destination may be 
possible precisely because of the nature of the interpretation used. The questions 
concerning the role of the tour guide in Phase I of the study provoked strong and at 
time conflicting opinions from the respondents, but there was agreement across the 
board on the centrality of the role. Given the attention that the subject of tour 
guides elicited in respondents and the guides' central role in Peru's interpretation 
supply, it is possible that the concerns and dissatisfactions raised by the 
stakeholders interviewed in this study be turned into an opportunity to address 
these issues in a solution-focused manner. Figure 9.1 below places the tour guide at 
the centre as the point of contact between the stakeholders.
Tourism Industry
Tour Guide
Archaeological
Site
User/Inhabitants
Site Managers (Locals/Visitors)
Figure 9.1: The Tour Guide as Key Link Between Stakeholders o f Heritage Tourism, Adapted from  
Boniface, 1993)
The findings from Phase I highlighted that for the archaeologists guides are often 
perceived as a source of irritation and concern due to their lack of example setting 
for the visitors. For the tourism planners, the veracity and the variability of the 
guides commentary was highlighted as a service quality issue. The findings from 
Phase II showed that while the respondents rated the skill of clarity and 
communication as the most important for a tour guide to possess, the sample 
recorded that the competency they were most satisfied with by their guide at 
Ollantaytambo was not skill but knowledge-based. Within the population living 
near sites there are individuals who wish to be guides. They viewed the 'official' 
guide role as an aspiration that is virtually impossible to attain, due largely financial
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constraints. The 'official' tour guides expressed concern about the future of their 
profession, which currently offers no professional development such as 
performance evaluation or on-going training opportunities. In this light, current 
points of conflict could be turned into discussion points between stakeholders, 
which could create the start of regular meetings, which could allow for the desired 
outcomes from using tour guides as interpretation to be negotiated.
Boniface (1993:10) developed an outline of conditions that are necessary for the 
development of successful cultural or heritage tourism. As they are directly relevant 
in the development of a collaborative approach to tourism planning, these are 
shown below in Table 9.1
1. To understand that cultural tourism does not operate in a vacuum.
2. To know that cultural tourism is a major player in the contemporary world 
scene.
3. To realize that cultural tourism situations will include the involvement of 
politics, economics, culture and society.
4. To recognize that the situation that is to be managed is dynamic.
5. To recognize that culture should not be exclusive; in some way or other it 
ought to be available to all.
6. To know and understand that three main needs; those of the visitors, the 
presenter and of the heritage item itself and then create ways to, as far as 
possible, meet them aU simultaneously and appropriately.
Table 9 .1 : S u m m a ry  o f  C o n d itio n s  f o r  D e v e lo p in g  S u sta in a b le  C u ltu r a l T o u rism , Source:
B oniface, (1 9 9 3 ).
9.2.2
Although the sixth condition proposed by Boniface (1993) does not refer directly to 
needs of the local population, overall these conditions set out a basic framework for 
initial discussions between the key stakeholders of Cusco's heritage tourism. Similar 
conditions, but with specific reference to the role of interpretation, are laid out in the 
ICOMOS-ENAME Charter for the Interpretation of Cultural Heritage Sites. The 
following sections examine the contents of this Charter in relation to the resolution 
of the research objectives of the study.
Relevance o f  The IC O M O S-E N A M E Charter fo r  the In terpreta tion  o f  
C ultural H eritage Sites to  the Research Q uestions o f  th is  S tudy
This recently published charter has high relevance for the issues raised by the 
questions driving this study. The Charter's overall aim is to (2004:3), ' . . . e s t ab l i sh
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professional and ethical principles of public heritage interpretation The key factor that 
differentiates this Charter from its predecessors is that the focus here is on the 
definition of how to establish effective and sensitive interpretation, not on the need for 
effective and sensitive interpretation. This Charter presumes the importance of 
interpretation and sets forth standards for implementing it. The definition it is using 
of interpretation is:
Interpretation is considered to be the carefully planned public explanation or 
discussion of a cultural heritage site, encompassing its fu ll significance, multiple 
meanings and values. '
The Charter's seven objectives are shown in Table 9.2 because they are of direct 
relevance to the findings and in particular because they offer a summary of the 
literature by outlining how to of develop integrated heritage tourism.
1. Facilitate wider pubHc understanding of cultural heritage sites & foster public 
appreciation for the need for their conservation
2. Protect the authenticity and significance of cultural heritage sites through 
respect for original fabrics, natural and cultural setting, and reversibility of 
interpretive infrastructure and visitor facilities.
3. Communicate the full context of cultural heritage sites and the various 
dimensions of their significance, both tangible and intangible -  from the local to 
the universal and the general.
4. Co-ordinate the presentation of well-documented scientific evidence about 
heritage sites with an awareness of and respect for cultural traditions and 
spiritual values.
5. Contribute to the sustainable conservation of cultural heritage sites, enhance the 
quality of life of the host community, and foster their productive engagement 
with the interpretation process.
6. Improve and develop techniques and technologies of heritage interpretation 
that are appropriate and sustainable in their social contexts and establish 
standards for professional training.
7. Recognize that the effective interpretation of heritage sites across the world is an 
important medium for intercultural exchange.
Table 9 .2 : The O b je c tive s  o f  the I C O M O S -E N A M E  C h a r ter  f o r  th e  In te rp re ta tio n  o f  C u ltu ra l
H er ita g e  S ite s  (2 0 0 4 ).
While all seven objectives are relevant to this study, objectives 6 and 7 are 
particularly so, as they focus both on the need to improve the development of 
professional standards for guide training and also on how interpretation can 
facilitate cultural transference in heritage sites. Objective 7 alludes to the potential of 
interpretation to connect the visitor intercultural exchange thereby deepening their 
experience and increasing their satisfaction (Pond, 1993; Hall & McArthur, 1996;
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Uzzell, 1998; Black, 1999; Moscardo, 1999). In this way, objectives 6 and 7 offer a 
summary of the two key research questions that have driven this study.
In order for guides in Cusco to fulfil their potential as effective interpreters, it is 
necessary for guide training to emphasis that the skill of selecting and presenting 
information is as important as thorough knowledge of a destination. Table 9.3 also 
outlines seven principles of the Charter which signposts ways in which integrated 
heritage management can be developed within an area.
Principle 1: Understanding and Communication
The a p p rec ia tio n  o f  c u ltu ra l h erita g e  s ite s  is a u n ive rsa l r ig h t. The c o m m u n ic a tio n  o f  th e ir  
sig n ifica n ce  sh o u ld  be as p o ss ib le  th ro u g h  effective, su sta in a b le  in te rp re ta tio n  su ite d  to a w id e  ran ge  
o f  v is ito r  a n d  sta k eh o ld er g ro u p s.
Principle 2: Evidence
The In te rp re ta tio n  o f  h erita g e  s ite s  m u s t  be based on a ccep ted  sc ien tif ic  ev id en ce , w i th  d u e  regard  f o r  
the coex isten ce  o f  a lte rn a tiv e  c u ltu ra l tra d itio n s .
Principle 3: Context & Setting
The In te rp re ta tio n  o f  c u ltu ra l h erita g e  s ite s  sh o u ld  re la te  to  th e ir  w id e r  socia l, cu ltu ra l, h is to r ica l an d  
n a tu ra l c o n te x ts  a n d  s e ttin g s .
Principle 4: Authenticity
The In te rp re ta tio n  o f  c u ltu ra l h erita g e  s ite s  m u s t  re sp ec t th e ir  a u th e n tic i ty  a n d  seek tc  p ro te c t th e ir  
o rig in a l fa b ric .
Principle 5: Sustainability
The In te rp re ta tio n  o f  c u ltu ra l h erita g e  s ite s  m u s t  be w e ll  p la n n e d  a n d  s e n s it iv e  to th e ir  n a tu ra l an d  
c u ltu ra l e n v iro n m e n t. Social, f in a n c ia l a n d  e n v iro n m en ta l s u s ta in a b ili ty  sh o u ld  be a m o n g  the cen tra l 
g o a ls o f  a n y  in te r p re tiv e  p ro je c t.
Principle 6: Inclusiveness
The In te rp re ta tio n  o f  c u ltu ra l h erita g e  s ite  m u s t  a c tiv e ly  in v o lv e  the p a r tic ip a tio n  o f  a ll stakeh o lders  
a n d  re le v a n t co m m u n itie s .
Principle 7: Research, Education & Training
The In te rp re ta tio n  o f  a c u ltu ra l h erita g e  s ite  m u s t  be an o n -g o in g  en d ea vo u r, in c lu d in g  co? itin u in g  
research an d  tra in in g .
T able 9 .3 : The P r in c ip le s  o f  the  I C O M O S -E N A M E  C h a r ter  f o r  the In te rp re ta tio n  o f  C u ltu ra l
H er ita g e  S ite s  (2 0 0 4 ).
Since the above principles are of direct relevance to the objectives of this study, 
reference to them, and their sub-principles, will be made in the following. The 
research objectives of the study are used as sub-headings to structure the discussion 
below.
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9.3 Tour Guides' Potential to be an Effective Method of Interpretation at 
Archaeological Sites
The literature on tour guiding (Cohen, 2002; Bras, 2002; Ap & Wong, 2001), 
highlights that guides can increase their effectiveness by developing the interpreter 
sub-role in their work. It is interpreters, not information-givers, who influence 
visitors' appreciation of heritage and its conservation. Several writers suggest that 
of all the available interpretation techniques, the most effective are tour guides 
(Tilden, 1977; Pond, 1993; Risk, 1994). This argument is based on the potential for 
visitor participation and the ease with which information can be updated and 
tailored to suit various audiences. Unlike non-verbal media, the cost of updating 
information about a site is minimal. However, the longer-term costs of paying 
salaries to human beings is also cited as a key reason for the shift away from the use 
of guides, (Hall & McArthur, 1996; Malcolm-Davies, 2002) toward the trend for 
technology-based interpretation.
Objective 3 and 4 of the ICOMOS-ENAME Charter are relevant to the discussion of 
this research objective. Tour guides need to be able to communicate the 'full context 
of cultural heritage sites and the various dimensions of their significance' if they are to 
develop as interpreters of the sites. This is particularly important when the audience 
comprises post-modern visitors familiar and comfortable with pluralistic meanings 
and fragmented narratives. Unlike the 'mentor' guide, the interpreter guide is 
comfortable with a range of readings about a site's significance, (Potter and Parker, 
1987). This links with objective 4 of the ICOMOS-ENAME Charter that states if 
interpretation is to develop in a professional and ethical manner, it needs to,
'Co-ordinate the presentation of well-documented scientific evidence about heritage 
sites with an awareness of and respect for cultural traditions and spiritual values.'
The need to co-ordinate the presentation of well-documented evidence is currently 
of importance for Cusco, where alternative 'new age' interpretations (derided in the 
main by archaeologists) have become popular. Interpretative planning between 
archaeologists and tourism planners in Peru could help address this issue and begin 
the development of a collaborative approach. The findings from Phase I revealed 
that fabrication by tour guides was a perception shared by almost all the 
respondents and on this topic, the first sub-principle of the ICOMOS-ENAME 
Charter suggests:
'Interpretation m ust be based on a multi-disciplinary study of the site and its 
surroundings and must also indicate clearly and honestly where conjecture, 
hypothesis or philosophical reflection begin. The goal of interpretation is to show the 
range of historical information, traditions, and meanings attributed to the site.'
Therefore, the input of archaeologists in the guide training curricula would enhance 
the quality of the standardization of versions offered to visitors. This input could 
include the dissemination of the current archaeological records to both student 
guides and working guides who wish to update their knowledge. The Phase I 
findings highlighted that even 'official' guides, felt that archaeological data was
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jealously guarded by the archaeologists, and this was even recorded by tour guides 
who had studied an undergraduate degree in archaeology. This issue highlights the 
need to reconfigure the entry routes into the profession by the creation of a standard 
course for all those wishing to become a tour guide. This issue is discussed in more 
detail in the following chapter. Within principle seven of the ICOMOS-ENAME 
Charter on Research, Training & Education, sub-principle 7.3 is particularly relevant 
here:
'The training o f qualified professionals in the sub-fields of heritage interpretation, 
such as conservation, content creation, management, technology, guiding, and 
education, is a crucial objective. Standard curricula should be formulated. In 
addition, basic academic preservation programmes should include a component of 
Interpretation in their courses of study.'
With co-ordination between the archaeologists and the tour guides, a standard 
training course could focus on the interpreter component of the role and the 
importance of communicating the 'various dimensions of the [sites'] significance'. With 
reference to a tour guide training programme devised for Annapolis in Maryland, 
USA, Potter and Parker (1987:41-2) describe how an archaeological site can be an 
effective interpretative environment:
'...interpreters were not trying to be clones of the tour's authors, they were freer 
than many interpreters to respond to a question by saying "I don't know', and seek 
answers from artefact bags, excavation notes or other crew members -  right in front 
of inquiring visitors.'
Such an approach reveals the behind-the-scenes work of the service encounter and 
opens up discussion between guide and visitor. While such an approach may be 
simpler to implement in a developed context than in a developing one, elements of 
it could be modified to suit the operating environment in Peru. While the potential 
for a guide to be an interpreter is present within the role, whether this is developed 
within a destination will be largely contingent on the type operating environment of 
the wider destination. It is important to state that in Cusco some guides have been 
self-motivated to develop their interpreter effectiveness. At a collective level, a 
strategy needs to develop between the key stakeholders of heritage tourism so 
guide effectiveness can be actively encouraged and increase at the destination as a 
whole.
9.4 Tour Guides' Potential to Deepen Visitor Understanding of the Site, 
Increase Visitor Satisfaction in order to Improve Quality of the Site 
Experience
While it was found that the tour guide's role has the potential to deepen visitor 
understanding, it was also found that this was contingent on the guide developing 
the interpreter element of the role. Phase I of the study supports this finding as the 
opinions of the respondents suggested that in theory, guides should be interpreters of 
heritage in order to succeed at their role. Phase II of the study support this finding 
in practice as the respondents to the visitor questionnaire found that their guide was
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able to deepen their understanding of Ollantaytambo site and thereby increased 
their satisfaction of the overall visit. Therefore, encouraging guides to develop as 
interpreters can facilitate mindfulness during the visit, deepen visitor satisfaction 
and increase satisfaction with the overall experience, (Moscardo, 1999; Uzzell, 1998).
In this light, the use of interpretation as a means to affect visitor attitude (of either 
the natural or the built environment) can allow the conservation message to be a 
strategic part of heritage tourism. With reference to the importance of context and 
setting, sub-principle 3.6 of the ICOMOS-ENAME Charter, is relevant here:
'The universal or cross-cultural significance of heritage sites should become part of 
their interpretation, providing outside visitors as well as local residents with a sense 
of personal connection.'
Guides can deepen visitor understanding of the complexities and ambiguities that 
doing archaeology entails. In this manner, not only is a guide an interpreter, but an 
engaged participant like the visitors. As Potter (1997:43) expresses:
'Specifically, by commenting on the tour she was delivering, the guide became a 
model o f sorts for her visitors, showing them that they too had a variety of choices for 
reacting to the tour. They could accept the interpretation, reject it, argue with it, or 
respond in any number of other ways to various parts o f it. ...th is model for visitor 
response was provided in the context of a program of archaeological interpretation 
that attempted explicitly to link past and present by showing how contemporary 
social, economic, and political interests influence the production of history.'
The guide as interpreter of archaeological sites is also able to be a motivator 
conservation values. It is likely that this style of guiding will be popular with the 
majority of visitors but especially with those who wish to fully engage with the 
wider questions raised by visit and the heritage site's history. The ICOMOS- 
ENAME Charter's first principle of Understanding & Communication has six sub­
principles. Sub-principle two is directly relevant here:
'Interpretation should aim to encourage visitors to reflect on their own perceptions 
of the past and their relationship to the site. Effective interpretation should evoke 
emotions and insights -  as well as facts.'
In more general terms, in order for the guide role to continue to be relevant to the 
tourism industry, tour guides need to become interpreters especially when guiding 
in the ancient past when ' alchemist-interpreters' are required, turning facts into the 
gold of deeper understanding. In the context of Peru, currently neither the 
'pathfinder' nor 'mentor' type guides (Cohen, 1985) are trained in ways that make 
them able to supply the range of benefits the interpreter guide has the potential to 
deliver at archaeological sites. For this reason, refining the inputs to the tour guide 
training needs to become a priority as a step toward the development of integrated 
heritage tourism.
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9.5 Tour Guides' Potential to Improve the Sustainability of the Site & Overall 
Destination Image
As a public relation figure with a distinct ambassador role (Pond, 1993;Bras, 2002), 
the tour guide is well placed to have an impact on both a destination's image. 
Sustainability in this context is understood in terms of the physical, social, economic 
and psychological carrying capacity of a destination (Cooper et al., 1993). In some 
cases, visitors have intensive contact with guides as well as other service personnel, 
and this can greatly inform their views of a destination. While tour guides can affect 
a destination's image via word of mouth marketing, improving its sustainability 
will be more difficult, though the role does have the potential to assist strategies that 
are already in place. Conversely, if the key stakeholders of a destination, plan and 
co-ordinate appropriate strategies, an impact on destination sustainability and 
image can be made. While tour guides at a collective level may (through forums 
such as guide associations) encourage the relevant bodies to improve sustainability, 
it is unlikely that they will be able to ensure the action is taken.
A vicious circle presents because while a guide has the potential to be an interpreter 
which in turn enables the guide to act as a bridge between the worlds of 
archaeology and tourism, if there is no will to collaborate and co-operate between 
these, then the potential will be thwarted. If there is a measure of co-operation and 
political will to move towards working in partnership, it is the very bridging role of 
the guide that can help to link the visitor, the site and the people local to it. 
Therefore interpreter guides can not only allow for effective tour guiding at 
archaeological sites, but they can help facilitate wider destination sustainability, 
with all stakeholders participating in the tourism developing in their area.
The centrality of interpretation within a sustainable, integrated heritage tourism 
development is clearly supported by the literature (Hall & McArthur, 1996; 
Markham & Weller, 1998; Uzzell, 1998; Black, 1999). It was found that this was 
commonly understood amongst the respondents in Phase I of the study. Similarly, 
in the ICOMOS-ENAME Charter, the first principle of Understanding & 
Communication encompasses several relevant sub-principles, amongst which is 
sub-principle 1.3:
'Interpretation for the public is an integral part of the conservation process. I f  
possible, it should be acknowledged through relevant legislation and the provision 
of funds for interpretive programmes connected to every public heritage project.'
The idea echoed in the above quotation is one of the key limitations identified in the 
current heritage tourism developed in Cusco. No formal interpretive programme is 
designed, let alone financed and controlled by the INC under whose jurisdiction is 
the country's archaeology. At present the destination image conveyed through the 
interpretative supply of tour guides is almost solely in the hands of the private 
sector. Improved overall sustainability and by extension, improved destination 
image will not be readily available unless closer collaboration between the 
stakeholders emerges. A bottom-up approach to management could help provide 
more positive conditions for sustainability to develop at the destination. However,
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such major changes in the culture and structure of the key stakeholder organizations 
are unlikely to occur for the short-term, as these shifts would require strategic 
planning. Moreover, they will not occur unless the need for them is identified and 
agreed within the key stakeholder organizations. At present, the INC encourages 
little involvement of the neighbouring communities and in some cases cheir active 
exclusion is sought. However, in order to develop in a sustainable manner, this 
issue would need to be addressed. Sub-principle 1.4 of the ICOMOS-ENAME 
Charter recommends that:
'The involvement of local communities and all stakeholders in heritage 
interpretation programmes should be facilitated and encouraged.'
With regard to the stakeholders involved, the need for inclusiveness is a key 
consideration and a discreet principle within the Charter. Sub-principle 6.2 
recommends that:
'The raising o f visitor attendance figures or increasing revenue should not be the 
sole criterion to judge the success of an interpretive programme. Interpretation 
should serve a wide range of educational and cultural objectives.'
A  way of serving a wider range of educational and cultural objectives is to include 
the local population in the heritage tourism development (Hall & McArthur, 1996). 
Not only would such an approach allow for improved sustainability but by 
extension, this move could also improve the destination's image. Given Peru's 
general visitor profile (middle-class educated professionals), it is likely that the 
development and communication of policies and strategies that support 
inclusiveness amongst the rural populations would be meet with approval. With 
reference to the importance of the development of the local population's 
participation, sub-principle 6.4 of the Charter expresses,
'Interpretative activities should provide equitable economic, social and cultural 
benefits to the host community, at all levels, through education, training and the 
creation of economic opportunities. To that end, the training and employment of 
site interpreters from the host community should be encouraged.'
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This recommendation is highly relevant to the findings at the local level of Phase I 
of the study. Another major benefit from developing inclusiveness is that the local 
people may be more predisposed to protect the site from looters and vandals since 
they are able to understand its value and relevance in their lives in the present time. 
Although writing about an urban developed context, Smardz (1997:109), notes the 
importance of including a multi-cultural audience in interpretation:
'A  critical product of the community involvement engendered by public 
archaeology programmes is site protection. [...] Local residents, children, and even 
reported vandals have been known to have scared off potential vandals after dark.'
The recommendation of sub-principle 6.4 also suggests that training needs to be 
extended to the local community so that lack of know-how cannot be identified as 
legitimate reason for exclusion. The desire for training in order to guide more 
confidence was expressed by the local guides at Raqchi. It was also echoed by some 
of the official guides about local guides, as well as by some key tourism 
stakeholders.
Another aspect of both destination image and site sustainability is also found in the 
need for the development of a quality assurance system for both the training and 
evaluation of tour guides. Such a system would help to ensure currency in the 
interpretative supply. The official tour guides interviewed in Phase I expressed 
regret at the complete lack of evaluation once they had graduated and highlighted 
the need for on-going professional development opportunities. Sub-principle 7.4 of 
the ICOMOS-ENAME Charter (2004:5) outlines this need:
'Training programmes and courses should be developed with the objectives 
of up-dating and informing heritage and interpretation professionals of 
recent developments and innovations in the field.'
The need for sustainable heritage tourism is a priority in the context of ancient and 
unique heritage. Several steps can be taken to improve site sustainability, from the 
basic to the more sophisticated. These steps can also improve the image of a 
destination, from the inside and the outside. Promotional campaigns within the 
country can allow for effective 'internal marketing' for the benefits of sustainable 
tourism to be enhanced by increased awareness. However, such an approach, as 
discussed throughout this chapter, is likely to be brought about by changes in mind­
set among the key organizations responsible for heritage tourism development.
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9.6 Conclusion
This chapter has offered an analysis of the key points from the findings and has 
used the research objectives to structure the discussion. The ICOMOS-ENAME 
Charter for the Interpretation of Cultural Heritage Sites (2004) was used to highlight 
key points of relevance in the discussion.
The need for a collaborative approach to tourism planning is a key finding and is of 
great importance if Peru is to develop integrated type of heritage tourism. The tour 
guide's potential to be an effective interpreter is discussed and it is found to be a 
prime importance at archaeological sites precisely because of their temporal 
remoteness and in some cases, the bareness of their material remains. The analysis 
revealed that this potential is contingent on both the operating environment and the 
quality of the training for the guiding profession. The guide also has the potential to 
increase visitor satisfaction and to deepen understanding of a site. Yet again here, 
whether this potential at the destination is developed will to a large degree depend 
on how well understood the power of interpretation is by those responsible for the 
development of heritage tourism and conservation. The need to develop an 
integrated approach permeates the discussion and from this, a tour guide's fuller 
potential to be a bridge between site, locals and visitor may be delivered.
In Peru however, with such a large number of unique attractions (which was 
expressed by the moderating variable in the study) it may be difficult for the bodies 
responsible for conservation and tourism to identify the need to change toward a 
collaborative and integrated planning approach. This is because visitor demand will 
continue to be high whatever the quality of the tour guiding or the conservation. 
The need to change toward such an approach to the nation's heritage needs to come 
from within, and ideally stem from the understanding that tourism could be a 
sustainable development option for the long-term.
278
Chapter 10 
Conclusions and Recommendations
10.1 Introduction
This chap ter d iscusses the overall research p rob lem  in  the ligh t of w h a t w as learnt 
from  u n d ertak in g  the study. The answ ers to the key research  questions d riv ing  the 
s tudy  are d iscussed  in  rela tion  to the findings. C onclusions are m ade  abou t the tour 
g u id e 's  role in  develop ing  in tegrated  heritage tourism  and  the need  for tra in ing  to 
em phasise a g u id e 's  b ridg ing  role betw een  key destina tion  stakeholders. The 
conclusions centre on a g u id e 's  po ten tia l to be a link-facilitator be tw een  the tourism  
and  archaeology w orlds at the m acro level, and  at the m icro level, to bu ild  a bridge 
betw een  site, local people  and  visitors. H ow ever, the find ings also show  how  
trad itional heritage m anagem en t does n o t allow  for this po ten tia l to develop. Since 
the s tu d y  found  th a t gu ide perform ance has a bearing  on the v isitors ' overall 
experience of a site, the developm ent of a g u id e 's  po ten tia l to act as a bridge 
betw een  the key stakeholders em erges n o t only as great, b u t essential for the 
im provem en t of bo th  v isitor satisfaction and  overall sustainability .
Since the to u r gu ide  w as found  to be an effective in te rp re te r of an archaeological 
site, perh ap s a key challenge is to develop tra in ing  th a t helps expands this 
effectiveness in  o rder for guides to also have a bearing  on the destination  as a 
w hole. Finally, based  on the findings, b u t particu larly  on w h a t the  s tudy  w as 
unab le  to discover, fu tu re  avenues of possible research  are identified . N otably, the 
need  for gu ide  tra in ing  to be refined, and  for the  in troduc tion  of quality  assurance 
system s to allow  guides to bo th  assist conservation and  continue to be relevan t to a 
m o d em  tou rism  industry . A nother recom m endation  for fu tu re  research  is the 
developm en t of app rop ria te  curricula so gu ide  tra in ing  can be ex tended  to 
ind igenous peop le  as one elem ent of in tegrated  heritage  tou rism  p lanning .
10.2 Review of the Significance & Contribution of the Chosen Research 
Problem
It is rep o rted  th a t 67% of v isitors to Cusco u sed  the services of a tou r gu ide 
(Prom Peru, 2003), p robab ly  because m ost tourists have  contact w ith  tou r gu ides 
w hether or n o t they are necessarily  in terested  in  the  destination-com m entary , b u t 
because access to sites is m ost usually  p rov ided  by agencies u sin g  tou r buses and  an 
accom panying guide. The m ain  overseas m arkets for P eru  are from  N orth  A m erica 
and  E urope w here the tour gu ide 's  role slipped  from  its orig inal central position. 
These contextual differences have im plications for gu ides ' g u id e 's  effectiveness as 
in terp re ters of archaeological sites as the v isito r-guide encoun ter often represen ts a 
m eeting of substan tia lly  d ifferent w orlds.
G iven the likelihood of visitors to Cusco hav ing  contact w ith  to u r guides, it w as of 
in terest to assess how  m uch of a bearing this contact h ad  on their overall experience 
and  satisfaction w ith  site visits. M oreover, w h a t w as also of in terest w as w hether 
the gu ides w ho enjoy a central position  in the tourism  in d u stry  of develop ing  
regions could actually  bridge the differences of the  w orlds of archaeology and
2/9
tou rism  and  by  extension, be a link-facilitator be tw een  the site, the people  local to it 
and  the visitors. The significance of this question w as tw o-fold. First, despite the 
litera tu re  on  to u r guides th a t confirm ed their im portance, little analysis h ad  been 
given to questions concerning the poten tia l of the  role in  rela tion  to w ider tourism  
p lann ing  questions. Secondly, w h a t literatu re  d id  exist failed to specifically 
associate the  to u r gu ide  as an  in terp reta tive technique linked  to the  developm ent of 
in tegrated  heritage tourism .
The developm en t of the research questions for this s tu d y  aim ed to contribu te to the 
incipient body  of know ledge on tou r guides. M any na tional tou rism  organizations 
p rom ote heritage  tou rism  by using  the n a tion 's  archaeology and  a large num ber of 
these are located in  developing  w orld  regions. It is therefore likely th a t in  those 
nations, tou r gu id ing  prevails as the m ain  type  of in te rp re ta tion  available to the 
visitor and  therefore this research area appeared  as significant and  w orthy  of 
a ttention. It w as h o p ed  th a t this study  has con tribu ted  by  rev iew ing  the  relevant 
theory  on to u r guides, by  posing  the research questions and  by synthesizing  the 
links betw een  these and  the w ider issues of site susta inability  and  destination  
im age. In practice, it is hoped  tha t this study  m ay serve as a gu ide  in  for Cusco's 
developm en t of heritage tourism  as copies of it w ill be supp lied  to the  key 
o rganizations involved.
10.3 Responses to the Key Research Questions
The s tu d y  w as d riven  by  tw o key questions. Phase I w as concerned w ith  the 
b roader um brella  question  of:
Can the tour gu ide  as in terpreter act as a bridge betw een the w orld  o f archaeology
and the tourism  in d u stry , link ing  the visitor, the site  and the people local to it?
The find ings from  Phase I of the study  po in t to the answ er to th is question  being in 
the affirm ative. For Phase II of the study , the research  question  w as based  on 
O llan tay tam bo site.
Does the v isito r satisfaction w ith  their site gu ide  have a bearing on the qua lity  o f
their overall experience o f the archaeological site?
The find ings show  th a t v isitor satisfaction w ith  the site gu ide  has a bearing  on the 
satisfaction w ith  the overall visit experience. There w as a strong  correlation betw een 
those responden ts  w ho  reported  h igh  satisfaction w ith  the to u r gu ide  and  w ho  also 
expressed h igh  satisfaction w ith  the site v isit overall. M oreover in su p p o rt of this 
finding it w as also found tha t those visitors, w hose  gu ide had  m ade a m ajor 
contribu tion  to their unders tan d in g  of the site, also experienced h igher levels of 
satisfaction w ith  the site visit. This confirm s th a t increasing the d ep th  of visitor 
u n d ers tan d in g  can help  to achieve h igher overall satisfaction levels of the  visitor 
experience. Therefore, the short answ er to the Phase II research  question  is also in 
the affirm ative, in th a t visitors' satisfaction w ith  a site gu ide  can have  an influence 
on the overall experience of the site.
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W hat the research  w as unable  to determ ine, how ever, w as the im pact on the 
v isitors ' overall satisfaction w ith  the v isit w hen  they  are dissatisfied w ith  the tour 
gu ide at the  site. It w as n o t possible to resolve th is objective, as there  w as little 
variance w ith in  the  sam ple because of the responden ts ' h igh  satisfaction levels w ith  
their guide. It w as therefore also no t possible to assess, in  the  case of dissatisfaction 
w ith  the site gu ide, w h a t role the m odera ting  variab le of the  un iqueness of 
O llan tay tam bo p layed  in  adjusting their overall satisfaction w ith  the site. Similarly, 
due  to the  fact th a t only  a sm all m inority  of the responden ts  u sed  a local gu ide from  
O llantaytam bo, it w as no t possible to explore any differences in  satisfaction levels 
by  com paring  their responses to those v isitors w ho  used  an  'official' tou r guide 
from  Cusco. It w as therefore no t possible e ither to find  o u t ho w  effective local 
gu ides w ere perceived  to be as in terp reters of archaeological sites. These areas are 
recom m ended  in  section 10.7 as avenues for fu tu re  research.
W hat the s tudy  was able to ascertain how ever, w as th a t for the  sam ple of 
responden ts  the  to u r gu ide w as considered to have affected their overall satisfaction 
of the site experience. In this w ay, the tou r g u ide 's  role em erged  as key in  th a t it 
contains the p o w er resources necessary for the site to be effectively in te rp re ted  to 
the visitor. Therefore, there is an  even greater rationale  for develop ing  the tou r 
g u id e 's  role to encom pass its w ider po ten tia l to be a b ridge  an d  a link-facilitator 
be tw een  the w orld s of archaeology and  the tou rism  industry . This m ay  allow  for the 
visitor, the  site and  the peop le  local to it to be connected thereby  im prov ing  the 
site 's susta inability  and  the destination  im age. In th is w ay, the  to u r gu ide 's  
am bassador an d  public  relations roles at the m icro-level (at a specific site or 
attraction) can have  im plications for m acro-level (at a destina tion  level).
10.4 Tour Guides' Potential to be a Bridge between Tourism Industry & World 
of Archaeology
For countries such as Peru  w here  tou r gu ides are the  m ainstay  of in te rp re ta tion  
supp ly  of the  archaeology, these findings could have  usefu l im plications. If the 
bodies responsib le  for tourism  and  archaeology take the tim e to u n d e rs ta n d  the 
m ediation  th a t to u r gu ides could  p rov ide  for their often-conflicting objectives vis-à- 
vis the site, change in  the righ t d irection could  ensue. Such u n d e rs ta n d in g  w ould  
entail the  m otivation  to g rasp  the com plexities of ho w  the g u id e 's  various sub-roles 
has great po ten tia l for bo th  im proved  conservation an d  visitor m anagem ent. In this 
w ay, eventually  archaeologists m ay be m oved to agree th a t th ro u g h  skilful use of 
in terp reta tion , tourism  can play  a p a rt in  w ork ing  for  conservation  and  not only 
against it. Sim ilarly, from  the tourism  perspective, a real u n d e rs tan d in g  of the 
strategic use  of in terp re ta tion  w ould  reveal a m atu re  an d  collaborative approach  to 
the developm en t of heritage tourism . It w as found as sta ted  in section 10.3, th a t the 
tou r gu ide  as in terp re ter can act as a bridge betw een  the w orlds of tourism  and 
archaeology and  in tu rn  link  the site, the visitor and  the local people. H ow ever, the 
findings also po in t to the fact that the tou r gu ide  role has the po ten tia l to be 
developed  in to  such a b ridge  and  link-facilitator role, b u t w hether th is po ten tia l is 
developed  is contingent on several factors being in  p lace a t the  destination , w hich 
are ou tlined  in  the sections tha t follow.
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10.4.1 Tour Guides' Potential to Link the Visitor, the Site & its People Local
It w as found  th a t the tou r gu ide has the poten tia l to he lp  b ring  together the visitor, 
archaeological site, and  the people local. Sim ilarly though, th is developm ent is 
u sually  a characteristic of a m ore in tegrated  approach  to  heritage  m anagem en t (Hall 
& M cA rthur, 1996). In Peru  it w as found th a t this approach  is n o t yet in  operation, 
though  several of the  responden ts  in terv iew ed in Phase 1 from  b o th  the tourism  and 
archaeology w orlds identified  the need  to w ork  together for be tte r heritage tourism  
m anagem ent. Therefore the gu ide 's  role has the po ten tia l to  su p p o rt sustainable 
tou rism  p lann ing  techniques such as site and  visitor m anagem ent. Figure 10.1 
illustrates a best-case scenario w here tourism  an d  archaeology em brace an 
in tegrated  app roach  allow ing guides to develop their full in te rp re tive  potential.
Tour Guides of 
Archaeological 
Sites
ArchaeologyTourism Archaeological
Site
LocalsVisitors
Figure 10.1: Tourism & Archaeology Embracing Integration: The Tour Guide as Interpreter at the 
Centre o f an Integrated Approach to Heritage Tourism at Archaeological Sites.
10.5 The Need for 'Joined-Up' Thinking Between Archaeology & Tourism
A key factor to enable guides to act as b ridges betw een  tou rism  and  archaeology, is 
for there to be in tegration  betw een  these discrete w orlds. Evidence of in tegration  in 
the form  of d ialogue in  conferences or w orkshops an d  jo in t co-operation show s a 
m u tua l u n d e rs tan d in g  of the  in ter-dependence w ith  regard  to the developm ent of 
sustainable heritage tourism . There is a need  for the  d ifferent, and  often-conflicting 
objectives of tou rism  and  archaeology to be reconciled th rough  dialogue and 
negotiation. H ow ever, this need  presents a vicious circle for the respective bodies, 
especially for those opera ting  w ith in  a trad itional heritage  m anagem en t context.
W hile change from  w ith in  is m ore likely to secure long-term  success (Senior,  ^993), 
at the  sam e tim e, bo ttom -up  a ttem pts from  ind iv iduals  to instigate any  such 
changes m ay w ell m eet w ith  resistance w ith in  the struc tu re  and  cu lture  of large 
centralized o rganizations such as the INC and M INCETUR. Therefore in o rder for a 
change in  a ttitude  to prevail it m ay be necessary for the initial insp iration  to come 
from  the top -dow n  and  for the a ttendan t change m anagem en t processes to ensure 
adherence th ro u g h o u t the organization. In th is w ay  the in tegration  betw een 
tourism  and  archaeology m ay depend  a few  senior ind iv iduals  w ith  insp iration  to
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lead change, such as the recently  appo in ted  head  of the INC, a w orld -renow ned  
archaeologist w ith  overseas experience of in tegrated  heritage m anagem ent.
W ithou t the  developm en t of in tegration  betw een these bodies, a ttem pts to develop 
the po ten tia l of the  tou r gu ide 's  role w ill be lim ited  to sporad ic  and  isolated 
a ttem pts am ongst ind iv iduals on the ground. W hile such a ttem pts m ay  n o t be a 
prob lem  in  them selves, from  an overall service perspective, v isito rs m ay  experience 
patchy  perfo rm ance over the course of their ho liday  w ith  star perform ers one day 
and  non-perfo rm ing  guides the  next. The find ings from  Phase 1 of the study  
revealed  p lans to s tandard ize  the service quality  of tou r gu ides across the country  
w ere being developed  to allow  control of the  'p o t luck ' e lem ent identified  in 
contracting guides. The developm ent of the tou r gu ide  reg istra tion  database by 
M INCETUR is one such step  allow ing in dependen t tourists  to define their needs for 
a gu ide  before h iring  them  for bespoke tours. P erhaps a p ilo t test of this 
developm en t w o u ld  best be und ertak en  no t countryw ide, b u t in itially  be lim ited to 
one reg ion  an d  u n d e rtak en  in  conjunction no t only  w ith  the reg ional tourism  board , 
b u t w ith  the help  of a tou r gu ide association. M oreover, an evaluation  com ponent 
could  be ad d ed  to the database so tha t tourists could  ad d  com m ents w hich  could be 
read  by o ther v isitors and  serve as feedback for the guides.
10.5.1 Developing Awareness of Tour Guides' Full Potential for Tourism & 
Archaeology
O ne of the  w ays in  w hich the tourism  industry  and  the d iscip line of archaeology 
could  develop  in tegration  could be by deepen ing  their u n d e rs tan d in g  of the 
strategic use  of in terp re ta tion , w hich is the nexus th a t connects them  in  the first 
place. D eveloping  aw areness of a gu ide 's  full po ten tia l for good  needs to be a 
p rio rity  for b o th  those m anaging  tourism  and  archaeology in  Peru. By 
u n d e rs tan d in g  the com petencies of skill and  know ledge necessary  for professional 
gu id ing , those involved  in  heritage tourism  m ay  com e to see n o t only how  guides 
can m edia te  be tw een  the d ifferent perspectives of destina tion  stakeholders, bu t 
g rasp  ho w  guides can also represen t the sim ilarities the  stakeho lders also share.
Table 10.1 show s the ten  sub-roles w ith in  the gu id ing  profession  identified  by  Black 
& W eiler (2004), for their research on quality  assurance m echanism s. The ou ter 
colum ns h igh ligh t bo th  the sub-roles tha t are of m ore salien t concern to the tourism  
industry  and  those of obvious in terest for archaeology. The m idd le  colum n show s 
the sub-roles th a t are in terest to both, h igh ligh ting  the b read th  of com m on ground  
betw een  them  and  show ing how  w ith  the correct train ing , tou r gu ides can also 
assist in site conservation.
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Salient Tour Guides 
Suh-Role for the 
Tourism Industry
Salient Tour Guide Suh- 
Roles in Integrated 
Heritage Tourism 
Development
Salient Tour Guide Sub- 
Roles for Archaeology
In terp re ter/E ducato r Inform ation-giver In terp re ter/E ducato r
Public
R elations/C om pany
R epresentative
Leader M otivator of 
C onservation  Values
Inform ation-g iver M otivator of 
C onservation Values
N avigato r/p ro tec to r/
b roker/m ed ia to r
T our & G roup  
m anager/o rgan iser
Social Role/C atalyst
Leader C ultural
b roker/m ediato r
Social R ole/C atalyst N  av igator/pro tector/ 
b roker/m ediato r
Facilitator of access to 
non-public  areas
In terpreter/E ducator
Table 10.1: Tour guide sub-roles o f more salient concern to tourism and archaeology.
Adapted from  Black & Weiler, (2004).
In  the context of 'n e w ' archaeology there is a need  for the site to be p resen ted  and  
m ed ia ted  to a w ider audience and  w here gu ides are the  m ain  supp ly  of 
in terp reta tion , the sub-roles in  the central colum n of Table 10.1 becom e of in terest to 
bo th  archaeology an d  to the  tourism  industry . The co lum ns to the  sides of Table 10.1 
rep resen t tou rism  and  archaeology com m unities th a t have  n o t yet g rasped  the 
benefits of an in tegrated  approach  and  w ho are th ink ing  still of w h a t constitu tes the 
g u id e 's  role in  term s of their ow n discrete w orld . A m ove tow ard  the th inking  
rep resen ted  by the central colum n of Table 10.1 is essential for the long-term  
sustainability  of the bu ilt heritage and for the to u r g u id e 's  role to develop its full 
potential.
W ithin  the developm ent of an in tegrated  approach  to heritage tourism  
m anagem ent, the need  to conserve archaeological sites w ou ld  also em erge as a 
p rio rity  for the  tourism  industry . Similarly for the discip line of archaeology, the 
need  to show  the site and  in terp re t it to a w ider audience also becom es a 
cornerstone in its raison d ’étre. W ithin this scenario bo th  bodies com prehend  the 
benefits of in tegration  b u t particularly  the costs of failing to w ork  together. A
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scenario of co-operation requires com m unication and  collaboration w ith  n o t only 
the tou r gu ides b u t also w ith  those w ho design their tra in ing . M oreover, all of a 
destina tion 's  stakeholders, including  those living near or on the  archaeological sites, 
m ust be inv ited  to participate  in the developm ent of an  in teg rated  approach  to 
tourism . This can decrease looting and  vandalism  as locals can act as site custodians. 
The m otivation  of ind igenous local popu lations to w ork  as to u r gu ides to these sites 
w ill need  to be add ressed  in  practical w ays to ensu re  psychological sustainability .
A rchaeology and  heritage tourism  share som e original aim s as d iscussed in C hapter 
2 and  albeit in  d ifferen t w ays, bo th  offer opportun ities to grasp  the developm ent of 
m ankind , to m ap  different phases in h istory, to u n d e rs tan d  the w orld  and  to reflect 
on  h u m an k in d 's  evo lu tion  and  achievem ents. A lthough  m ass tou rism  has created 
problem s in  term s of sheer vo lum e of visitors, the shared  orig inal objectives need  to 
be kep t in  the  m ind  of those curren tly  m anag ing  and  develop ing  heritage tourism  at 
archaeological sites. Sim ilarly the im plem entation  of m echanism s, controls and 
app rop ria te  m anagem en t techniques need  to becom e a p rio rity  so th a t the built 
h eritage can be better conserved because of tou rism  an d  in terp re ta tion . A shared 
vision is requ ired  in  o rder th a t such an approach  can be im plem ented  as p a rt of an 
overall m anagem en t strategy. Yet a p re-requisite  for the  possib ility  of change 
requires a shared  v ision of fu tu re  heritage tou rism  developm ent.
10.5,2 Developing a Shared Vision of the Need for Alchemist-lnterpreter Tour 
Guides
As p a rt of the developm ent of an in tegrated  app roach  to heritage tourism , the 
respective bodies and  all the stakeholders need  n o t only to develop  a shared  vision 
of ho w  they  w ish  to develop the area 's tourism , b u t a shared  vision of the  type 
gu id ing  the heritage tourism  requires for its in terp reta tion . W hile the  path finder 
and  the m en to r gu ide types have their ow n op tim um  opera ting  contexts, for the 
p ost-m odern  audiences of overseas visitors, the m ost effective type of gu ide at 
archaeological sites is the in terp re ter tou r guide. Since m uch  of the  inform ation  on 
the sites is available in  guidebooks, tou r gu ides are faced w ith  the considerable task 
of tu rn in g  the base m etal of basic inform ation in to  the  gold  of u n d ers tan d in g  and  
for the  visitor. F igure 10.2 groups the sub-roles of a g u id e 's  w ork, w hich are a 
p rio rity  for the tourism  stakeholders at the bo ttom  of the  d iag ram  and  those tha t are 
m ore im p o rtan t to the  archaeology stakeholders at the  top  of the  diagram . 
H ow ever, the  d iag ram  also aim s to show  ho w  the d ifferen t sub-roles are all in ter­
connected, as is show n in  the literature (Pond, 1993; H ollow ay, 1981; Cohen, 1985; 
Bras, 2000). By dissecting the different elem ents of the  role, can be m ade aw are of 
in te rp re ta tion 's  m any  benefits to the w ider destination. F igure 10.2 show s the tour 
g u ide 's  role specifically in the context of in te rp re ting  archaeological sites.
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Figure 10.2: The Discrete & Inter-related Roles o f the Tour Guide & their Salience for the Key 
Stakeholders at the Heritage Tourism Destination.
10.5.3 Tour Guide Training to Emphasize the Importance of the Tour Guides'
Bridge Potential
In this light, it is also im portan t for tou r gu ides to be aw are of the  various sub-roles 
th a t constitu te their w ork. Tour guide tra in ing  needs to develop  the in d iv idual's  
aw areness of the ir po ten tia l to b ridge  the d istances th a t m ay  exist be tw een  the 
d ifferen t stakeholders of the destination  in w hich they  operate. Black & W eiler's 
(2004) research  on quality  assurance for tou r gu ides revealed  th a t of ten  key roles 
identified  m  Table 10.1, the one identified  by  all of the w riters on the topic w as tha t 
of the 'in te rp re te r/educa to r '.
G iven th a t the  ro le of in terp re ter and  educato r is identified  across the board  in  the 
m ajority of the literature, this lends su p p o rt to the rationale  for tra in ing  to 
em phasize  this e lem ent of the role. The second m ost frequen tly  quo ted  role found  
in  the  litera tu re  by Black & W eiler, (2004) is th a t of 'in fo rm ation  g iver' and  the th ird  
m ost frequently  identified  role w as that of 'lead er '. The m ean ing  of inform ation- 
giver encom passes practical instructions necessary for the role as w ell as im parting  
inform ation  abou t the v isited w orld. To som e extent th is type  of site-com m entary  is
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the preserve  of the 'm en to r ' tou r gu ide type. The role of leader also stradd les tw o 
areas; physical leadersh ip  and  leadersh ip  in  term s of exam ple-setting  behav iour and 
insp iring  visitors to be m indfu l a t sites. In this w ay, the leadersh ip  role encom passes 
bo th  elem ents of the 'p a th fin d er ' guide type and  of the  in te rp re te r/educa to r sub­
role.
It can be concluded  from  the findings of this study  th a t it is th is in terp re ter/educato r 
role th a t needs to be em phasised  in tou r gu ide train ing. If the  to u r gu ide is m ade 
aw are of the differences betw een  giving inform ation  an d  really  in terp re ting  a site, 
there w ill be a g rea ter chance th a t the guide w ill ad d  value  to the  v isitor experience. 
If to u r gu ides are in terp re ters and  educators, they w ill also be able to fulfil their 
b ridge  and  link-facilitator po ten tia l betw een  the d ispara te  s takeho lder groups. 
T raining for to u r guides, particu larly  in  develop ing  areas, needs to develop 
aw areness of the  im portance of the role and  em phasize  th a t because guides stradd le  
tw o w orlds, they have  the pow er to connect these for the  v isito r as w ell as for the 
key destinations stakeholders. G uide train ing  could also benefit from  encouraging 
reflective learn ing  and  to ability for self-evaluation. These skills w ill allow  guides to 
consider ho w  they  are v iew ed n o t only by their peers, b u t also from  perspectives 
ou tside their in d u stry  such  as from  the archaeologists and  the local people to the 
sites. A tho rough  grasp  of the  conflicting perspectives th a t their role elicits from  key 
stakeholders w ill allow  the guides to step into m atu re  and  constructive debates on 
the fu tu re  of the  gu id ing  profession and  its place in  develop ing  in tegrated  heritage 
tourism .
This conclusion how ever does no t address the how to question  of instigating  changes 
of em phasis in  tou r gu ide curricula. The identification of a need to change w hether a 
concerted effort from  aU parties involved or from  ind iv iduals , is a pre-requisite  for 
such developm ent. Such considerations are beyond  the scope of th is study , though  
sow ing the seed of the w ider im plications of a g u id e 's  leadersh ip  role in a few 
ind iv iduals  could  be pow erfu l for a destination  a t the  collective level.
10.6 Limitations of the Study
There w ere several lim itations to this study. A key lim ita tion  w as the constrain t of 
available tim e for the  fieldw ork in  both  Phase 1 and  11 of the study . In Phase 1, one 
lim itation  w as the fact th a t m ore responden ts from  the tou rism  com m unity  w ere 
in terv iew ed  th an  from  the archaeology com m unity. A n  even coverage h ad  been 
aim ed for, b u t the actual sam ple achieved m ean t th a t approx im ate ly  one th ird  of the 
sam ple w as m ade u p  of archaeology respondents, an d  the  rem ain ing  tw o th irds by 
responden ts  from  the tourism  com m unity  in Peru. V arious a ttem pts w ere m ade to 
overcom e this lim itation by the researcher d u rin g  the fieldw ork by repeatedly  
telephoning  the Lima head  quarters of the INC offices, b u t this failed to secure 
in terest in  the research.
In Phase 11, lim itations of tim e w ere a factor in the reasons tha t the  target sam ple 
w as no t m et in the visitor survey. The lim ited variance in the sam ple tha t w as 
achieved w as also perceived as a lim itation in tha t it p reven ted  the researcher from  
being able to resolve all the research objectives and  to explore the relationship
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betw een  som e of the variables, no tab ly  the influence of the m odera ting  variable on 
visitor satisfaction. A lim itation w as also identified  w ith  the different locations for 
the su rvey  -  (O llantaytam bo site exit, d eparting  tou r buses, O llan tay tam bo town, 
U rubam ba tow n  and  Cusco city centre in  and  a ro u n d  the P laza de Arm as) - 
a lthough  the m ajority  w ere u ndertaken  at the site or w hen  visitors w ere departing  
on their buses. It could have been of som e in terest to w rite  a code on each 
questionnaire  to denote  its location and  then  use the code w hen  the da ta  w as inpu t 
to the database. Such an  approach  m ay have been  of som e use to assess the 
influence of su rvey  location.
The recom m endations for fu rther research on tou r gu ides stem  from  the lim itations 
encountered  in  im plem enting  the m ethodology designed  for th is study . W ith  m ore 
variance m  the v isitor survey  achieved, perhaps the responses achieved m ay have 
been  m ore in  line w ith  the v isitor satisfaction research  u n d e rtak en  by  P rom Peru  
w hich show s only average levels of satisfaction w ere repo rted  on the to u r guide 
quality , (Prom Peru, 2002; 2003). A lim itation linked to the  po p u la tio n  for Phase 11 of 
the study , w as the fact th a t the v isitor su rvey  w as u n d e rtak en  in only tw o 
languages. A lthough  the use of Spanish and  English as languages for the 
questionnaire  allow ed access to 68% of the popu lation , perh ap s a w ider range of 
languages w o u ld  have  given a greater variance in  the sam ples' satisfaction levels. 
Also if the  su rvey  h ad  been  und ertak en  w ith  responden ts  w ho  h a d  n o t had  
exposure to the sam e tou r guide for the course of a m orning , p rio r to com pleting the 
questionnaire, perh ap s th is w ou ld  have h ad  an im pact on  satisfaction levels w ith  
the guide.
A nother lim ita tion  of the s tudy  w as the fact tha t it focused the research  question  
only on one site and  n o t several sites th a t are visitor a ttractions in  the  Cusco region. 
A com parison  of d ifferen t case study  sites could be in teresting  to explore for several 
reasons, b u t particu larly  as som e sites have h igher num bers of visitors arriv ing 
w ithou t gu ides as they  are w alking distance from  Cusco city centre. Financial and 
tim e constra in ts how ever ru led  ou t any  such  com parative stu d y  of v isitor 
satisfaction at archaeological sites. This type  of com parative research  is 
recom m ended  to be u n d ertak en  by Prom Peru, as is detailed  below  in  the follow ing 
section. A lim ita tion  linked to the low  level of variance in  the  su rvey  w as th a t the  
w ord ing  of the questions in  the research in stru m en t could  have  been  m ore explicit 
by  asking responden ts  to state the lim itations they perceived  of their tou r guide. 
This could  allow  for greater variance in  the responses, especially given the 
difficulties know n  abou t the  m easurem ent of satisfaction d u rin g  leisure or ho liday  
tim e, (Ryan, 1995).
10.7 Recommendations for Main Avenues of Future Research
The m ain  avenues of fu tu re  research in p a rt stem  from  these lim itations b u t also 
from  the issues th a t em erged  from  the reso lu tion  of the stu d y  objectives. The 
follow ing section teases ou t the m ain  areas w here fu rth e r a tten tion  could resu lt in 
fru itfu l contributions. In sum m ary, the researcher recom m ends tha t the INC and  the 
M INCETUR design a jo in t strategy for the developm en t of a collaborative approach  
to p lann ing  heritage tourism  in Peru, particu larly  in  areas as p o p u lar as Cusco,
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because of in tensive overseas tourism  prom otion  continues to be a priority  for 
Prom Peru. It is recom m ended  th a t m ore specific evaluation  of v isito r satisfaction of 
the gu ides ' services be u n d ertak en  by a jo int research  team  form ed of people from  
the key public  sector stakeholders such as Prom Peru, M INCETUR and  the INC. The 
in tegrity  of the bu ilt heritage in  Cusco and  the sustainabiU ty of the  city and  region 
w ill be at stake if p rom otion  continues w ithou t heed  for op tim um  carrying 
capacities. It is also recom m ended  tha t a jo in t select com m ittee of people  from  these 
three o rganisations a t national level be form ed in  o rder for in ternational know -how  
assistance to be app lied  for in  its nam e. This w ou ld  necessitate  d ialogue and  the 
identification of b o th  com m on and  conflicting areas in  o rder to th en  resolve how  
best to position  the country  to enable it to use tou rism  as a strategic developm ent 
tool. This is one of the  key aim s of M INCETUR an d  one of the key 
recom m endations of the  m aster p lan  u n d ertak en  in  1999 (Pacific C onsultants 
In ternational, 1999). The developm ent of tourism  in  P eru  and  the Cusco region 
offers trem endous o p p o rtun ity  for the country  to m ake its past w ork  for its future, 
b u t only if a stra tegy  for in tegrated  and  collaborative heritage m anagem en t can be 
developed  an d  im plem ented.
10.7.1 Visitor Satisfaction Research Exclusively on Tour Guides in Peru
P rom P eru 's  m arke t research  in  bo th  2002 and  2003 includes a section for 
responden ts  to ra te  the overall quality  of the tou r gu ides they  experienced. This 
m arke t research  is general and  asks responden ts to rate  their satisfaction on several 
counts such  as tran sp o rt and  accom m odation p roducts  and  services in  Lima, Cusco 
and  Puno. H ow ever, g iven the im portance of the  to u r gu ide  in  Peru, it is 
recom m ended  th a t as p a rt  of an overall strategy, P rom P eru  u n d ertak e  m arket 
research  exclusively on the perceived quality  of tou r gu ides across several of the key 
tou rist regions in  the country. M oreover, any such  research  needs to be able to 
isolate the m en to r type guides w ho in te rp re t archaeological sites from  the 
path finder types w ho lead  visitors in  adven tu re  activities such  as rafting  and  
trekking. In o rder to develop the quality  of gu ides ' effectiveness at archaeological 
sites, it is im p o rtan t to research visitor op in ion  of the  cu rren t ability of gu ides as 
in terp re ters of these places. The research w ou ld  need  to allow  for a m easu re  of bo th  
the im portance they attach to, and  the satisfaction they  derived  from , key 
com petencies of the gu ide  role such as skills and  know ledge. It is recom m ended  
th a t a large-scale survey  be u n dertaken  in  the Cusco reg ion  to include visitor 
op in ion  on  the role of local guides from  the ind igenous popu lation . It is also 
recom m ended  th a t w hile a large-scale survey  w ill necessitate  the  use of quan tita tive  
research  it be com plem ented  by qualitative research m ethods, such as focus groups, 
involving sam ples of responden ts from  the larger scale survey.
10.7.2 Survey of Tour Guides' Views of Heritage Tourism Management at 
Archaeological Sites
It is recom m ended  th a t a survey of the tou r gu ides in Peru  be undertaken , and 
specifically in  Cusco, to record their view s on cu rren t heritage tourism  supp ly  and  
suggestions for the developm ent of their role. D uring  Phase II of the fieldw ork, the 
researcher w as inv ited  to develop and  be involved in a w orkshop  for tou r gu ides at
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the Regional Tourism  Board in Cusco and  a focus g roup  type  of discussion was 
observed. The researcher delivered  a short lecture on  the theory  relating to the  tour 
gu ide role developm en t and  afterw ards a focus g roup  d iscussion  w as undertaken . 
There w ere abou t tw en ty  tou r guides offering in p u t w ith  tw o  key facilitators and 
the m ain  issues ra ised  centred  on the need  for evaluation  of perform ance, im proved  
access to up -to -da te  research  findings in  archaeology an d  the need  to ensure  only 
officially tra ined  gu ides to be offered em ploym ent. A nother p o in t raised by  the 
m ajority of the gu ides w as the distress they experienced at the cu rren t m anagem ent 
of the  Inca Trail, citing over-crow ding and  litter as unaccep tab le  problem s. The 
experience of such  focus g roup  w as new  to the guides, th o u g h  m ost reported  tha t it 
w as a usefu l starting  po in t for m uch-needed  d iscussion and  the com m ents w ere 
no ted  by  the  Regional Tourism  Board and  d issem inated  to all participan ts via 
electronic m ail. These types of research exercises could  be developed  as a regular 
forum  by  e ither the  to u r gu ide associations or ideally  by  a m ulti-d iscip linary  group 
of stakeholders.
A w ider scale survey  could use  self-com pletion questionnaires to exam ine w hich 
areas of the role guides enjoyed and  to identify  w hich com petencies they  w ou ld  like 
su p p o rt to develop  and  w h a t type of professional developm en t opportun ities w ou ld  
be help fu l to their careers. A key area to explore is w hether the guides appreciate 
their po ten tia l as b ridges linking key destination  stakeho lders and  if so, w h a t extra 
su p p o rt they  requ ire  to fulfil this potential.
10.7.3 Survey of Archaeologists' Views of Tour Guides as Interpreters at 
Archaeological Sites
Sim ilarly it m ay be in teresting  to undertake  research  to sam ple the v iew s of the 
archaeologists and  their perception  of the gu ides ' po ten tia l to be in terp re ters at 
archaeological sites. The survey  could be particu larly  usefu l if the  archaeologists 
w ere asked ho w  they w ou ld  develop tra in ing  in  o rder for gu ides to d issem inate a 
conservation  m essage to visitors.
10.7.4 Development of More Appropriate Training for Tour Guides to he 
Interpreters & Bridges Between Tourism & Archaeology
Research is recom m ended  on the how to of developing  m ore ap p ro p ria te  tra in ing  for 
tou r gu ides to be in terp re ters of archaeological sites and  b ridges betw een  the key 
stakeholders of the destination. O ne recom m endation  for consideration  is the 
hom ogenisation  of the tou r guide tra in ing  routes. In add ition  to the curren t 
situa tion  w here  gu ides can g radua te  from  either a college or a un iversity  (in various 
subject disciplines) the  developm ent of a professional tou r gu ide  course could 
ensure  tha t all tou r gu ides received som e tra in ing  in com m on. The focus of this 
course could  be m ore skill-based in o rder for the im portance  of p resen tation  to be 
em phasised . The inclusion of archaeologists in bo th  the design  and  the delivery of 
the curricula w ou ld  greatly  enhance in tegration  opportun ities. W ithin this 
professional tra in ing  there could be stream s to select from  including, adven tu re  and  
n a tu re  gu id ing  w ith  a focus on flora and  fauna and  im portan tly , health  and  safety
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and  first aid  as possib le subjects. Such tra in ing  could  include self and  peer 
evaluation  as p a rt  of an  on-going professional developm ent.
The identification  of tou r guides as key players in  the  destina tion  im age has allow ed 
the governm en t to reach its objectives of using  tou rism  as social and  economic 
d river for the  developm en t the country. One key requ irem en t is th a t tou r guides 
m u st be from  Belize an d  the strategy  has included  the  he lp  of in te rnationa l expertise 
to develop  the streng ths of the  gu ides and  m inim ise the w eaknesses of this type of 
in terp re ta tion . In  the case of Peru, such an approach  could  also be u sed  so gu id ing  
can develop  the coun try 's  h u m an  resources as w ell as conserv ing  of its n a tu ra l and 
cu ltu ral resources.
Black & W eiler (2004) have  identified  the need  for a quality  assurance system  to be 
developed  in  o rder to im prove gu id ing  quality . A m ong the in p u ts  they  identify  in 
their m odel are licensing for tou r guides, w hile som e of the  o u tp u ts  include the 
developm en t of the  conservation  m essage in  tou r gu ide  com m entary  as w ell as 
im proved  service quality . F urther research m ay be req u ired  to explore w hat 
com bination of in p u t and  o u tp u t elem ents are n eeded  in  tra in ing  to ensu re  tha t the 
gu ide role develops to its full po ten tia l and  to a professional level. In this w ay, the 
connections betw een  visitor u n d ers tan d in g  and  v isitor su p p o rt for the  conservation 
of heritage can be b ro u g h t about.
10.7.5 Participation of Local Indigenous People as Tour Guides a t Archaeological 
Sites
Research is recom m ended  on the issue of how  best to allow  the partic ipa tion  of local 
people  in  tou rism  in a range of capacities m  general. Such inclusion  is an  im portan t 
area for a destina tion  in terested  in  developing  susta inable  tou rism  and  could  offer 
socio-cultural opportun ities  to a region. It is recom m ended  th a t Peru  leam  from  
other areas in  the  w orld  w here locals are developing  as guides. O ne exam ple from  
the late n ineteen th  century  w hich continues a t p resen t, is th a t of the M aori culture 
w here only local ind igenous people established the righ t to gu ide  visitors around  
their areas (H ooper-G reenhill, 2000). A lthough  such  a developm en t w as possible 
because the gu ides spoke English and their na tive  language, such  an  idea is an 
in teresting  consideration  m  the developm ent of fu tu re  local ind igenous peoples' 
righ ts to participation . It is the  'how-to' of this partic ipa tion  th a t requires m ore fine- 
tun ing  and  research  into tra in ing  needs and  the practical im plications entailed  in its 
delivery  are recom m ended.
10.7.6 Development & Delivery of Appropriate Training for Local Guides
Research is recom m ended  into the type of tra in ing  necessary to equ ip  people  from  
the local ind igenous popu lation  in becom ing local guides. B lanton (1982), w orking  
in an  A frican context, ou tlined  the im portance of develop ing  app ro p ria te  tra in ing  in  
developing  regions, due  to the lack of experience of being  a tou ris t of the m ajority  of 
those tra in ing  to serve tourists. The delivery of ap p ro p ria te  curricu la is also a key 
consideration, as is the  issue of literacy levels am ong such  a population .
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10.8 Personal Reflections on the Research
I w as p e rh ap s exposed to m ore tou r guides d u ring  m y life th an  m any, especially 
d u ring  m y childhood, due  to m y father's  em ploym ent a t an  inbound  tou r operator.
O ne of the  perks included  regu lar fam ily outings, often  taken  together w ith  our 
overseas relatives, on  trips u p  and  dow n  the UK by coach, gu id ed  by Blue Badge 
guides. The gu ides w ou ld  allow  m e to sit at the fron t of the  coach w ith  them  and  the 
d river and  1 w ou ld  w atch  the m echanics and  dynam ics of the  job unfurl. Later, in 
m y adolescence the  career advisor suggested  1 p u rsu e  guid ing , given m y ow n 
m ixed S panish  and  Irish  heritage and  in terest in  the  d ram as of cross-cultural 
com m unication.
H ow ever, 1 d id  n o t set o u t to research tou r guides, as d iscussed  in  both  the 
in troduction  and  m ethodology  chapters of this study , b u t found  d u rin g  the review  
of the literature, th a t of all the in terp retive techniques, the litera tu re  on tou r guides 
appeared  to link to the w ider and  w hat seem ed to m e, m ore in teresting  questions 
abou t heritage  tourism  m anagem ent. N either d id  1 set ou t to test the research 
questions d istilled  du ring  the literature  review  and  m ethodo logy  design in  Peru.
Yet, reflecting on the journey  this research has taken  m e on, the  choice of tour 
gu ides as a topic, and  the choice of the case s tudy  area of Peru, no w  appear to as 
h a p p y  accidents.
1 lived in  Peru  for nearly  a year du ring  m y language degree, and  leaving w as ha rd  
as 1 h ad  com e to love the country  and 1 d id  no t expect to re tu rn  for a long while. Yet 
less th an  a year later, 1 found  m yself there  again  in  m y first job after un iversity  
tak ing  peop le  on  overland  holidays. After m y tw o-year stin t as a freelance tour 
leader, 1 left Peru  again  n o t expecting to retu rn . Seven years later, it w as a surprise  
to leam  th a t of all places, Peru  em erged as an  ap p rop ria te  place to u ndertake  the 
research. It w as satisfying to w itness substan tia l in frastructu re  developm ents in  the 
country  w hile also recognising ju st h ow  m uch  m ore needs to done. It w as a genuine 
p leasu re  to be able to contribute som ething to a coun try  th a t has given m e m any  
enriching experiences.
It w ou ld  seem  then, th a t this research in  its topic and  case s tu d y  choice, rep resen t a Y
full circle and  reconnection w ith  elem ents from  prev ious life stages w hich were 
tru ly  form ative and  deeply  satisfying for me. It reconfirm s th a t personal experience 
can be u sed  for a greater good, and  looking ahead, m akes m e curious abou t the X 
w here m y in terests w ill lead m e to explore.
10.9 Conclusion
This chap ter has offered a review  of the  research questions in  the context of the 
s tu d y 's  significance and  its contribution to the body  of know ledge. G iven the 
researcher's  collaboration w ith  the Institu te of A rchaeology 's Raqchi project, it is 
hoped  th a t the find ings m ay be of practical use to the Cusco region of Peru  and  
w here relevant, to o ther areas developing the role of tou r gu ides for im proved  
destination  sustainability . Based on the overall find ings from  bo th  Phase 1 and  11 of 
the study , recom m endations are m ade for 'jo ined -up ' th ink ing  betw een  the tourism
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and  archaeology bodies. C onclusions abou t gu ides ' po ten tia l to b ridge  the distances 
betw een  key stakeholders w ere identified as con tingen t on the operating 
env ironm en t of the  destination. The m ain  lim itations of the  s tudy  w ere outlined  and 
from  these, m ain  avenues for fu tu re  research w ere identified . Some of the areas 
recom m ended  for m ore research w ere no t in  the in itial scope of th is study, a lthough 
o thers w ere and  still deem ed  w orthy  of fu rther investigation. Finally, some 
reflections w ere offered abou t the personal significance of u n d ertak in g  the study.
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Appendix A:
Key Functions of MINCETUR
KEY FUNCTIONS OF MINCETUR
'T o  direct, co-ord inate, e laborate  an d  u n d e rta k e  th e  na tiona l an d  sector-specific 
p lans  and  p rogram m es of deve lopm en t in  the  shape  of external trade, in tegration , 
the  p rom otion  of exports, tourism  an d  arts & crafts.
To estab lish  a regu la to ry  fram ew o rk  for d ev e lo p m en t in  the  activities of external 
tra d e  w hich  is co-o rd inated  w ith  the  sectors and  in stitu tio n s  involved , as w ell as 
fo r th e  d e v e lo p m en t of to u rism  a n d  a r t  a n d  c ra ft ac tiv ities a t n a tio n a l level 
superv ising  the  u n d ertak in g  of th e  reg u la to ry  fram ew ork , estab lish ing  sanctions 
an d  enforcing them  in  the necessary  areas sh o u ld  the  need  arise.
To estab lish  m echan ism s a n d  in ter-secto ria l system s of co -o rd ination  w ith  the  
bod ies invo lved  in  the  activities of its com petencies. To o rien t the  ru n n in g  of the 
D ecentralization  or Public Bodies Office co rrespond ing  to each specific sector and  
Sector Com m issions.
To o rien t a n d  p rom ote  the  d eve lopm en t of exports, of tou rism  and  a rt & craft in  
te rm s of efficiency an d  com petitiveness, b y  co -o rd inating  w ith  th e  com m ercial 
offices of Peru  overseas as the  need  arises.
To diffuse re levan t p rofessional op in ion  an d  in te rvene  in  the  creation  of policies, 
action-plans an d  regu la tion  p roposals  w hich  have  a bearing  on issues or activities 
linked  to the M inistry.
To p ropose  an d  establish co-ord inated  actions w ith  the  bod ies responsib le  for the 
pro tection  and  conservation of the  env ironm ent, the  national heritage an d  na tu ra l 
resou rces lin k ed  to the  d ev e lo p m en t of to u rism  an d  a rt & craft activities, an d  
superv ising  the  fulfilm ent of th is w ith  the  co-ordination w ith  said  bodies.
To p rom ote  the  declaration  of the  Zones of P rio rity  T ourism  D evelopm ent and  of 
the  Tourism  Reservations.
To p ro m o te  the  increase  of dom estic  to u rism  an d  in te rn a tio n a l a rriv a ls  an d  
o rien tate the strategy  for prom oting  investm ent in  tourism  and  rela ted  services.
To p ro m o te  an d  encourage  technical an d  p ro fessio n a l tra in in g  in  th e  tou rism  
sector.
To p ro m o te  th e  d ev e lo p in g  of CITEs -  C en tres  of T echnical In n o v a tio n  -  
particu larly  a rt and  craft centres and  rela ted  activities.'
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Appendix B:
Tourism-Specific Objectives of the Strategic Institutional Plan 
for MINCETUR
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T ourism -Specific  O bjectives of th e  
S trategic In s titu tio n a l P lan  
o f th e  M in istry  of Foreign T rade  an d  T ou rism , 2004-2006
T h e  p ro m o tio n  of the developm ent of tou rism  activ ity  as a w ay  to contribu te to 
th e  econom ic g row th  and  social d ev e lo p m en t of the  country , creating the  m ost 
favourab le  conditions for private sector developm en t and  em ploym ent generation.
T he co n trib u tio n  to w ard  the p rocess of s tre n g th e n in g  na tiona l iden tity , w hile  
em bracing  cu ltural diversity, and  the process of na tional and  regional in tegration  
w hile  encouraging  tourism  aw areness in  the popu lation .
T he p ro m o tio n  of rational and  su sta inab le  use  of the  national heritage  and  the 
n a tio n 's  n a tu ra l resources for to u rism  ends, w h ile  en su rin g  the  conservation  of 
d iffe ren t form s of life, custonis and  cu ltu ral id en tity  of the  com m unities involved 
in  the  developm ent of tourism  and  the im provem en t of the ir quality  of life.
The con trib u tio n  to w ard  the national d ecen tra liza tio n  process w hile  p rom oting  
to u rism  activ ity  th ro u g h  regional a n d  local g o v e rn m en t and  th ro u g h  organ ized  
com m unity  and  the p rivate  sector.
T he p ro m o tio n  of th e  d ev e lo p m en t of th e  a r t  a n d  craft activ ity  th ro u g h  the 
increase  in  p ro d u ctiv ity  and  com petitiveness of the  agents, w hile  s treng then ing  
th e ir iden tity  and  their access to the national m arke t an d  the export m arket.
T he p rese rv a tio n  of cu ltural and  trad itio n a l va lues  a n d  national iden tity  th ro u g h  
the p ro d uction  of arts & crafts.'
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Appendix C:
Photographs of Case Study Region: Cusco City, Sacred Valley of 
the Incas, Raqchi Site, and Ollantaytambo Site & Town
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Overleaf, photocopy of enlarged postcard of Ollantaytambo, showing the 
Archaeological Site (cut into mountainside) & Ollantaytambo Town. Inset photos 
show details of site and child in traditional dress.
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Appendix D: 
Copy of Questionnaire for Phase I of the Study
Questionnaire 1
(National, Regional and Local L e v e l-K e y  Members o f the Archaeological and Tourism Communities)
Section A Predisposition towards Integration
(opinions, evidence of co-operation between bodies, dialogue etc;)
Q1 What importance does tourism have for archaeology in this country?
Q2 What importance does archaeology have for tourism in this country?
Q3a Does tourism create benefits for archaeology and vice-versa?
Q3b Does tourism create problems for archaeology and vice-versa?
Q3c If so, what solutions do you envisage and propose?
Q4 Should the tourism industry encourage the use of archaeology sites as attractions and should the discipline 
do the same?
Section B Integration Indicators
(existing structures, funding for interpretation)
Q5 What forms of integration exist between the tourism industry and the discipline of archaeology in Peru, with 
particular reference to this city/region? (Examples of this might be conference plarming between the 
appropriate bodies, regular meetings, training initiatives for interpretation for conservation).
Q6 At the archaeological sites visited by tourists, what types of interpretation of the history and culture of the 
place are most frequently used?
Q7 What methods of interpretation do you think best facilitate a good visitor management?
Section C Training and Development of Human Guides
(in order to improve the communication between the tourism industry and the discipline_of 
archaeologv).
Q8 What role do you think that the human guide has at archaeological sites that have become tourist attractions?
Q9 What benefits and problems (if any) do you think that the human guide can create at archaeological sites to
tourists?
QIO How can human guides be trained so that:
a) the best possible visitor management is achieved at archaeological sites
b) visitor understanding is deepened
Q ll How do you view the desire of the people who live near or around archaeological sites to participate more 
directly in the tourism in their area, especially as guides to their own culture?
Q ll was added to allow a direct answer on this issue of local peoples' validity as guides. Although this originally, in 
the pre-piloting stage, had been embedded in the other questions, it was thought that this issue would emerge 
naturally from the other questions. However, after two interviews, it was found that this was not the case, and 
hence followed the decision to ask it explicitly in a separate question.
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Appendix E: 
List of Respondents Interviewed for Phase I of the Study
Head of Postgraduate Tourism Courses at University of San Martin de Forres, Lima.
Deputy Minister for Tourism, Ministry of Industry, Tourism, Integration and 
International Trade, Lima.
Head of Planning, Regional Ministry of Industry, Tourism, Integration and 
International Trade, Cusco.
Head of Community Tourism Projects, Ministry of Industry, Tourism, Integration 
and International Trade, Cusco.
President of Agotur, Association of Tour Guides, Cusco.
Architect & Planner, National Institute of Culture, Cusco.
Working archaeologist, Cusco.
Local Guide and resident of Raqchi, Cusco region.
Senior Tourism Lecturer, The Catholic Univeristy, Cusco.
Deputy Head of ColiTur, Association of Tourism Graduates, Cusco.
Head of Planning, National Institute of Culture, (INC), Cusco.
President of the AATC, Association of Cusco Travel Agencies, Cusco.
Senior Anthropology/Archaeology Lecturer, San Antonio Abad del Cusco 
University, Cusco.
Head of Strategy, PromPeru, Lima.
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Appendix F:
Fieldwork Diary for Phase I (2000)
August 2000
6-7* Fly from London to Lima via Atlanta.
8* Visit Ministry of Tourism & PromPeru, Lima, to set up interviews with key
contacts.
9* Visit National Institute of Culture, (INC), Lima, to set up interviews with key
contacts.
10* Research at University of San Marcos library; telephone contacts made at the INC,
the Ministry of Tourism and PromPeru to establish interviews arranged. Interview 
undertaken with Head of Postgraduate Tourism Courses at University of San 
Martin de Torres, Lima.
11* Interview with Deputy Minister for Tourism at Ministry of Tourism, Lima.
12* Fly to Arequipa to visit friends and also visit Centre for Archaeological Research of
Arequipa, (CIARQ) to enquire for further contacts in Lima and Cusco.
14* Fly to Cusco and acclimatize to the altitude.
15* Move from hotel to new accommodation, a small apartment rented as a base for
next two weeks.
Contact Architect & Planner at INC, Cusco and conduct interview in the evening.
Undertake 'Cusco City Tour' with a tour guide and group to see the key 
archaeological sites near the city and using the planned questiormaire (later 
discarded) assess any changes to interpretation supply since researcher was last in 
the area, over seven years ago. No changes witnessed as no on-site interpretation 
is used still, other than sometimes a panel with basic visitor orientation existing. 
Decision to exclude the use of this inventory questionnaire as it is not relevant to 
study.
16* Interview with Head of Planning, Regional Ministry of Industry, Tourism,
Integration and International Trade, Cusco.
17* Interview with Head of Community Tourism Projects, Regional Ministry of
Industry, Tourism, Integration and International Trade, Cusco.
18* Interview with President of the Association of Tour Guides, Cusco.
Informal briefing with fluent Quechua-speaker and interpreter who had 
previously worked with UCL's Raqchi project.
19* Trip to Raqchi, staying with Raqchi project contacts.
20* Reconnaissance of Raqchi, informal discussions with local community and INC site
employee and local guides. Observation of tourist groups arriving to visit the site
with 'official' tour guides from Cusco.
21®‘ Interview with local resident of Raqchi working as local guide at Raqchi site.
22"(^  Return to Cusco from Raqchi.
23’'^  Interview with Senior Tourism Lecturer, the Catholic University, Cusco.
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Postponed Interview with Anthropology Lecturer from San Antonio Abad of 
Cusco University, Cusco,
24* Interview with Head of ColiTur, Association of Tourism Graduates, Cusco.
Interview with Head of Planning, National Institute of Culture, Cusco.
Interview with President of AATC, Association of Cusco Travel Agencies, Cusco.
25*-29* Inca Trail trek and observation of varying quality of tour guides' commentary at 
Machu Picchu.
30* Fly to Lima (Bank Holiday).
31®‘ Interview with Head of PromPeru Strategy, Lima.
Interview cancelled by Head of National Chamber of Commerce & Tourism, Lima.
Telephone contact with Head of National Institute of Culture, Lima, attempted for 
sixth time, to no avail, contact or interview not possible to arrange.
September 2000
1 st Copy of the Tourism Master Plan collected from Ministry of Tourism, Lima.
2 nd Transcribing some of the taped interviews.
3 rd Flight from Lima to London, via Atlanta.
XVI
Appendix G:
Fieldwork Diary for Phase II (2001)
August 2001
3 rd Fly from London to Lima, via Atlanta.
6* Fly from Lima to Cusco. Acclimatise and check in to hotel. Try calling Mayke &
Horti Mariscal who I met the previous year, to see if their self-contained apartment 
rented the previous year for Phase I of the study, is free again this year. No answer 
again, so researcher takes taxi to see them and they are in and we are pleased to see 
one another. The apartment is free to rent, but they had changed their telephone 
number and email address.
7* Move into the apartment and unpack.
Visit Regional Ministry of Tourism in order to collect official statistics on the size of 
the population at Ollantaytambo. Statistics are available only for the region of
Ollantaytambo. It is recommended to the researcher that she approach the National 
Institute of Culture in order to access more detailed site entrance statistics. It is also 
recommended to the researcher that the tour operators may be of help as they work 
with the actual tourists on the ground.
8* Visit to the National Institute of Culture, in order to collect official statistics on the
size of the population at Ollantaytambo based on the number of visitors it received 
the previous August. It is explained that the INC does not keep admission figures 
per site but it is recommended that the researcher access this data at the Official 
Cusco Pass Office.
Visit the Official Cusco Pass Office where the researcher learns that the figures kept 
here are based on annual sales of the Cusco Pass. It is recommended that the 
researcher speak with the two key tour operators in the city as they will have an 
estimate of the number of visitors who visited Ollantaytambo site the previous 
August. Talk with Mayke Mariscal who knows which are the two largest operators 
and gives me their contact details from the telephone book.
9* Visit the two key tour operators in Cusco and explain my interest and purpose in
establishing the size of the population of visitors to Ollantaytambo site for the 
month of August of the previous year.
Finally establish population parameters and decide appropriate sample size.
10* Pilot questionnaire in Cusco city centre and fail to find any suitable respondents.
Attend development conference called, 'Cusco 2010' which especially focused on the 
role of tourism in the city's future. Collect useful literature on aspects of heritage 
tourism development.
11* Return to piloting the questionnaire and find five suitable respondents before
evening time.
12* Travel to Ollantaytambo on local bus, early morning. Make a reconnaissance tour of
the town and site. Visit new local museum and talk to the person who works there 
who explains that it faces closure if admission revenue does not increase. The 
museum offers explanations of the local community's way of life. Identify nine
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respondents for the pilot in the main square, museum and in a café at lunch-time. 
Overnight in Ollantaytambo.
13* Return to Cusco. Continue with the piloting of the questionnaire in Cusco.
Pilot the questionnaire in Cusco and arrive at pilot target sample.
14* Amend questionnaire from the pilot. Take copy of English and Spanish
questionnaire to local photocopier and collect finished copies later in the afternoon. 
Survey in and around Plaza de Armas, Cusco.
15* Survey in Plaza de Armas, Cusco.
16* Travel to Ollantaytambo by local bus. Arrive early morning. Stand at entrance of
Ollanta site and begin survey. Return to Cusco.
17* Survey in Plaza de Armas, Cusco.
18* Travel to Ollantaytambo by local bus. Arrive early morning. Change to standing at
the site exit and find more suitable people willing to participate, but as they are part 
of a tour party on the Sacred Valley day-trip, they are constrained by their schedule. 
Meet two tour guides who take an interest in the survey. A third location is 
identified as a possibility for the survey on the next Sacred Valley day-trip.
19* Survey in and around the Plaza de Armas, Cusco.
20* Survey in and around the Plaza de Armas, Cusco
21®‘ Travel to Ollantaytambo by local bus. Survey suitable respondents at site exit and on
departing tour buses. Overnight in Urubamba where suitable respondents are also 
surveyed.
22"d Survey suitable respondents in Urubamba and overnight there again.
2 3 d^ Travel to Ollantaytambo by local bus. Survey suitable respondents at site exit and on
departing tour buses. Return with one tour bus to Cusco.
24* Collect completed surveys from tour guides who have left them at their tour
operator employers for me. Survey in and around the Plaza de Armas, Cusco.
25* Travel to Ollantaytambo by local bus. Survey suitable respondents at site exit and on
departing tour buses. Return with one tour bus to Cusco.
26* Collect completed surveys from tour guides who have left them at their tour
operator employers for me. Survey in and around the Plaza de Armas, Cusco.
27* Collect completed surveys from tour guides who have left them at their tour
operator employers for me. Survey in and around the Plaza de Armas, Cusco.
28* Travel to Ollantaytambo by local bus. Survey suitable respondents at site exit and on
departing tour buses. Return with one tour bus to Cusco.
29* Collect completed surveys left for me by tour guides who have left them at their
tour operator employers for me.
Fly from Cusco to Lima.
30* Fly from Lima to London.
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Appendix H:
Copy of Questionnaire for Phase II of the Study
XIX
Ollantaytambo Visitor Questionnaire August 2001
I f  you have visited Ollantaytambo on this trip to Peru and are fluen t in English, please complete 
this questionnaire about tour guides. I'm  a tourism lecturer working in London, and I've chosen 
this part of the world as a case study for m y Ph.D thesis. The subject is sustainable heritage 
tourism development and in particular. I'm  interested in how guides affect visitor satisfaction. 
For more information, you can email me at: mcgrathgemma@hotmail.com. M any thanks for your 
time.
Section A: About you & your visit to Peru
1. Including this trip, how many times have you holidayed in 
Peru? _________
2. Are you a Peruvian resident? (currently staying for a minimum of one year)
Yes_ No _
,3. What is your nationality?____________ !_____ _________
4. How many days have you been in the Cusco region?.
5. How many times have you visited any developing parts of the world (e.g.;
Africa, Latin America, the Indian Sub-Continent, the former Soviet Union, China, 
and South East Asia?
This is the first time_____
Fewer than 5 times_____
More than 5 times____
6. Are you travelling: (please tick the appropriate box)
Independently (alone)
Independently (as a couple)
Independently  (as a couple w ith  children) _
Independently (with family/friends) _
Independently  (w ith fam ily /frien d s & children) _
As part of a pre-booked group tour
7. Which age category do you fit into?
Between 15-20 _
21-34 
35-45 
46-55 
56-65 
66+ _
At what age did you finish your full-time education?
Tm still completing my full-time studies 
Before 16 years _
Between 16-20 years _
After 21 years
9. Do you hold a university degree?
10. What do you do for a living?____
Research Instrument for Phase II of the study (August 2001)
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Section B: About your visit to Ollantaytambo
11. Was your visit to Ollantaytambo your first one ever?
Yes
No _
12. How long did you stay / are you staying at Ollantaytambo?
A few hours _
a day _
a whole day _
more than one day _
13. What type of interpretation did you use during your visit to Ollantaytambo? 
(please tick as many as apply)
Guide books bought before visit 
Guidebooks bought during visit (Lima/Cusco)
G uide b o o k s/in fo rm atio n  leaflets acquired at the  site _
Local Museum _
Guided Tour _
None _
Other, (please state __________________________ _________
Section C: About the Tour Guides
14. Did you have a guide at Ollantaytambo who explained the site to you?
Yes if yes, please complete the remaining questions, except question 19.
N o if no, please go directly to question 19,20,27 and 29 to finish.
15. If yes, was that guide:
Hired to guide and accompany you from your origin country 
Hired to guide and accompany you after your arrival in Peru 
Hired to guide and accompany you from Cusco 
Hired to guide and accompany you at Ollantaytambo
16. If you had more than two guides, please explain their different roles if any
17. If the guide who explained Ollantaytambo to you was hired at the site 
entrance, do you know if they were:
Local resident of Ollantaytambo 
Local resident of Cusco _
Don't know, couldn't tell _
Other, (please state)_____________
18. To what extent would you consider the guide who explained Ollantaytambo 
to you to be knowledgeable in Inca archaeology and heritage? (Please circle 
the number which reflects your opinion. 1 represents strongly disagree while 
5 represents strongly agree). The guide was knowledgeable. I....
totally disagree 1....2....3.....4...5 totally agree
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19. If you did not have a guide, what was your reason for not having one?
Section D: About Visitor Satisfaction and Tour Guide Quality
20. Overall, how satisfied were you with your visit to Ollantaytambo?
With my visit, I was....
completely dissatisfied 1....2....3...4......5 completely satisfied
21. Overall, how satisfied were you with the guide who explained Ollantaytambo 
site to you? With the guide, I was....
completely dissatisfied 1....2...3...4...5 completely satisfied
22. Did you feel that the guide who explained the archaeology and heritage of 
Ollantaytambo to you, contributed to your overall understanding of the site?
The guide made a contribution to my understanding which was a. ..
minor contribution 1 . . . 2 . . . 3 . . . 4 . . . Smajor contribution
23. If you rated your guide with a 1 or a 2, would you go as far to say that their input 
took away from the quality of your visitor experience?
Yes _
No
24. If yes, please explain your feelings
25. If no, please explain your feelings. This was because: (please tick as many as 
apply)
The site spoke for itself _
The site was so impressive that it didn't matter anyway
The surrounding landscape was so impressive it didn't matter
There was other interpretation available around the site _
A fellow group member was able to explain the site to me 
I had read up on the site before arriving 
I'm not really that interested in the detail
Other, (please state)  ___________________   _
Q26 If you have any more comments to add on the above question, please use the 
space below to do so.
\ X ) \
26. This next question is about tour guides in general.
Please rate the following skills and competencies you think it is important for 
any guide to possess? (Please use the 1-5 scale, where 1 means not at all 
important and 5 means very important)
Skill/Competency
not important at al
English Language Skills 
Archaeological Knowledge 
Time-Keeping
Historical & Cultural Knowledge 
Clarity & Communication Skills 
Ability to translate the local heritage 
Group Management Skills 
Awareness of Tourism Impacts 
Ability to Entertain & Stimulate 
Sensitivity to Group Dynamics
Importance Rating
.2...... 3.
.2...... 3.
.2...... 3.
.2...... 3.
.2...... 3.
.2...... 3.
.2......3.
.2...... 3.
.2...... 3.
.2...... 3.
very important
.4.......5
.4.......5
.4.......5
.4.......5
.4.......5
.4.......5
.4.......5
.4.......5
.4.......5
.4.......5
28. This question is specifically about the tour guide you had at Ollantaytambo. 
Assessing the tour guide you had at Ollantaytambo, please rate your 
satisfaction for each skill and competency. (Please use the 1-5 scale, where 1 
means completely dissatisfied and 5 means completely satisfied).
Skill/Competencv Satisfaction Rating
completely dissatisfied
English Language Skills 
Archaeological Knowledge 
Time-Keeping
Historical & Cultural Knowledge 
Clarity & Communication Skills 
.Ability to translate the local heritage 
Group Management Skills 
Awareness of Tourism Impacts 
Ability to Entertain & Stimulate 
Sensitivity to Group Dynamics
completely satisfied
29. Please use the space below to add any further comments you might have about 
your experience of tour guides at Ollantaytambo and in the Cusco region in 
general_________________ '_______________________________________
X X  1)1
Appendix I:
Copy of the 'Cusco Pass', featuring Inset Picture of 
Ollantaytambo Site
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Overleaf, photocopy of the 'Cusco Pass', featuring sixteen attractions in the city and 
region (eight of which are archaeological sites). Ollantaytambo is shown in the left 
hand comer of the pass.
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Appendix J: 
Translation of Transcription of One Interview from Phase I of 
the Study
Interview with Head of Strategy, PromPeru, August 2000 
Q1 What importance does tourism have for archaeology?
Tourism has does not have much importance for archaeology but I would say that 
archaeology has tremendous importance for tourism. One of the key reasons for 
visiting Peru is to see the material remains of its history. Tourism however is not 
very important for archaeology because the revenue from site visits does not 
necessarily get reinvested in the sites or to improve the quality of the visit. The 
revenue goes back to the INC's central coffers, which goes to fund a variety of 
projects. For example, Machu Picchu generates revenue of an approximate amount 
of a million dollars a year, and yet its annual budget is only about 50,000 US dollars. 
A new law got passed last year by the government, which means that soon 70% of 
the revenue a site generates will get reinvested directly into that particular site.
Q2 What importance does archaeology have for tourism?
It is vitally important when we remember that eight out of ten tourists who come 
here go to Cuzco and one the region's key attractions are its archaeological sites.
Q3a What benefits does tourism bring for archaeology and vice-versa?
This could be much improved and with the new law it is expected that all these 
place, including archaeological sites, can improve the conditions of its access and 
visitor services. This currently exists in very few places, let alone dedicated site 
visitor centres. There is yet a lot to do and I think that tourism could provide 
archaeology with that money in order to update the presentation of the sites.
Q3b What problems does tourism bring for archaeology and vice-versa?
The main problems, as I see them, are those of the damage it can cause, generally 
speaking. Also, there could be more effective controls to protect the archaeological 
sites. I have seen these problems on the Inca Trail over the last twenty years, and in 
many other places, where tourists, wherever they may be from, climb up on the 
walls of sites which are six or seven hundred years old. These sites are being 
damaged stone by stone. However, the government is doing the biggest damage. 
You only have to look at the Inti Raymi festival at Sacsayhuaman, which is in my 
view an absurd thing to approve at that site. The biggest destruction to this site 
come from the use of the stones as stalls for seating. Attempts have been made to 
change this but it never has been accomplished. Tourism can be damaging to 
archaeology if there is not the sufficient control in place.
Q3c What solutions can be proposed to address these problems?
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Training for those who have been placed in charge of the control and protection of 
th sites is very much needed. Also it is important to educate and inform the tourists 
visiting the sites about appropriate behaviour. The average cost to do the Inca Trail 
for tourists is about $150 but as a tourist you get nothing in the way of information 
included in the price. If tourists were to get a leaflet about where they are allowed 
to camp and what they can and cannot do, as is done in many national parks or 
protected areas, this would be a help and less damage might be done. It needs to be 
made explicitly clear that creating fires is totally banned in the vicinity of the site's 
wall. Without giving this information, a loophole is set up in which damage can be 
done to the place and people can in theory do what they like because they have not 
been told otherwise.
Q4 Should tourism encourage the use of archaeological sites by visitors?
Yes, because tourism can help generate important revenue for archaeology, which is 
need for the improvement of the sites' presentation. The majority of sites do not 
have toilets or on-site museums and access to the sites is often difficult. Wise use of 
the admission price to sites could make a big difference and many important things 
could be achieved. It is a question of planning and it could be very beneficial for the 
sites.
Q5 What types of integration currently exist between those responsible for 
tourism and those responsible for archaeology in Peru, particularly in the 
Cuzco region?
There are problems, which for various reasons do not get addressed. For example, 
in my experience of guiding (outside of my role at PromPeru) and managing groups 
of visitors, I have been able to witness things, which need addressing. For example, 
a common complaint from the Spanish tourists visiting Cusco, in particular, is that 
the guides often make reference to the all the bad things that happened in the 
conquest of Peru. It's obvious that if you are a guide you must be discerning in how 
you express yourself and that a measure of discretion is required if you are dealing 
with Spanish tourists. You cannot say that the Spanish were rapists and that they 
came to pillage and you must not exaggerate. It must be remembered that aU 
happened within another context, which was over five hundred years ago. This, for 
example, is a common complaint and the Spanish visitors feel unwelcome in Cusco. 
This is a major problem in tourism here because if you feel you do not like a certain 
nationality, you really should not be working in a service industry such as the 
international one of tourism.
Another example is that tour guides need more training. When, (as an archaeologist 
myself) hear the explanations that guides give visitors about Machu Picchu, 
sometimes it is terrible because what they are saying seem to get more and more 
distorted from the truth. New age and esoteric explanations seem to be sellable than
the real ones.
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Q6 At the archaeological sites visited by tourists, what types of interpretation 
do are generally used in Peru and Cusco?
The image that has been used to sell Peru abroad has been largely that of the Inca 
period, which has been the draw but the pre-Inca period is now starting to be used 
in conjunction with it, targeted at those with more archaeological knowledge. Of 
the 2-3,000 archaeological sites in Peru, no more than ten or fifteen are geared up to 
receive tourists and in this it is important to use imagination. I proposed to the 
group of Japanese consultants responsible for the master plan for Peru that it would 
be good if links were set up with university faculties from overseas to improve the 
site's management and presentation. This was already undertaken with the 
Cusichaca project led by the English archaeologist, Anna Kendall, which focused on 
a site near where the Inca Trail begins, not far from Ollantaytambo. After five years 
of work, Cusichaca is now a really well presented site, which cost the Peruvian 
government nothing as it was financed by sponsorship from British Caledonian and 
British Airways, I believe together with support from the university the 
archaeologist and some of her students came from in the UK. It would be 
worthwhile if this type of collaboration could be set up with more faculties of 
archaeology within different universities from around the world to excavate more 
sites and to improve their presentation to the public.
Q7 What methods of interpretation do you think are the most appropriate in 
order to best manage the visitor experience at archaeological sites?
It depends on each market. I think that we need to start by improving the quality of 
the tour guides by improving their knowledge about the sites, which is poor 
because it has not been updated. Perhaps I have an advantageous viewpoint 
because I am an archaeologist. For example, the majority of tour guides explain that 
Machu Picchu was a city, which it never was. It was mainly a ceremonial site. 
Another problem is that they say that the Spanish never knew it was there, which is 
false because ten years ago documents were discovered to prove that Machu Picchu 
was known to exist by the Spanish. Moreover, it appears from the evidence that in 
fact there was a dispute between two Spanish families over ownership of the 
property. So it is absurd to still say the Spanish did not know of its existence. 
Twenty years ago you could get away with saying that but if the documentation 
and record says proves something else there is no reason to keep saying it.
It is understandable that in tourism sometimes maintaining certain perceptions or 
images of places can lend more attractiveness to it, and that can be admissible so 
long as it does not contradict certain other truths. Those visitors who come with 
updated knowledge about our sites will find such commentary absurd. In part, the 
errors over Machu Picchu come from its name, in the documentation its real name is 
identified as Mandor Pampa, and therein stems some of the confusion but it is the 
guide's obligation to update and inform himself of the sites he is working on, in the 
way a doctor or a lawyer needs to do for their profession.
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Another way of improving the interpretation for visitors could be the use of audio­
guides, which are now used in many parts of the world. A businessman in Lima is 
now trying to bring these into Peru but the problem here is that there is resistance to 
change and the tour guides feel that this innovation would threaten their jobs but 
such attitudes will hold back our general development.
Q8 What role do you think the guide has at archaeological sites, which have 
become tourist attractions?
The guide's role is extremely important, in fact it is crucial. There are tourists who 
like to visit places without guides and I am one such visitor but a guide 
accompanies the large majority of tourists. Therefore the guide is the source of the 
information that the visitors will receive about a place and as such it is crucial that 
the guide be a professional. By professional I do not mean that they just be graduate 
with a diploma, but that they manage and select their information with care and 
discernment, and that they be up-to-date on what they are imparting to their 
audiences.
Q9 What benefits and problems can a guide bring to archaeological sites?
Lack of knowledge, lack of responsibility, poor command of foreign languages will 
all be things that will affect levels of visitor satisfaction and that can be a problem. 
This is a key issue as the place may be of great interest but if it is poorly explained, 
for those who have hired such a guide, the place can lose much of its attractiveness.
QIO How can tour guides be trained in order to improve visitor management 
and so that visitor understanding of the sites can be deepened?
Tour guides need to become more responsible for their work; they can do this on an 
individual level or through groups, such as in their professional tour guide 
associations. They need to endeavour to achieve better training through the private 
sector or through the public sector, we always support guides in training courses. 
This is a better way than establishing a law or regulation for tour guides, it needs to 
come from them and their desire to improve their services. In Peru, sadly, the 
concept of quality has yet to acquire the importance it has in other countries. 
Concepts of efficiency and service are not well embedded in Peru and this can be 
best seen in the problems that we have with punctuality, for example.
Q ll How do you view the desire of people living on or near the archaeological 
sites to participate more directly in the tourism developing on their 
doorstep?
There are still places in Peru, such as Puerto Maldonado in the Amazon, where 
groups of tourists arrive from the airport and zoom directly to a jungle lodge in a 
village and they leave again three days later by plane. What I mean to say is that the 
village will not benefit from their stay, because these groups will even have brought 
their own food from Cusco. This type of tourism needs to change because tourism
XXX
cannot just be about one businessman who discovered an archaeological site and 
made money from it. Such businessmen need to enable the villages to participate in 
the tourism developing in a place, one way or visitors to eat in their restaurants. 
What is happening in Puerto Maldonado is happening across Peru. [...]
We need to develop an awareness of tourism by allowing everyone to benefit from 
it, you won't get people being pleased to see tourists just for the sake of it. In the 
development of ecotourism's it is a similar story. Ecotourism is not just about the 
flora and fauna but about the local native community. Tourism can be a good 
alternative for Peru to develop precisely because tourism in Peru is not focused in 
the big cities but in the rural and peripheral areas.
I try to get around the country helping people to understand what tourism is and 
how to make something of a living from it, but there is a need for planning and 
research on issues such as what is tourism and what do tourists expect? It's about 
forming an understanding of what quality is and what attitudes are the best to have 
vis-à-vis its development. We set up meetings with local people and undertake 
seminars, workshops on health and safety for those setting up restaurants or on 
setting up small businesses, workshops on administration or on how to develop 
local guides for an area.
XXXI
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